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This invention generally relates to a banking 
facility layout, and method and system for handling 
customer banking functions using a customer pod 
(241) having telecommunication links (38) to a re- 
mote banking representative (35). The invention 
includes features for completing banking functions 
on an extended hours basis using a remote bank- 
ing representative (35); these banking functions in- 
clude such services as completing forms, opening 
accounts, viewing videos, obtaining information and 
demonstrations about products, and accessing a net- 
work, such as the Internet. The invention also in- 
cludes a system for organizing a facility layout for 
performing these remote services, communications 
functions, and other banking functions. 
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A METHOD AND SYSTEM FOR AN ELECTR ONIC RANKING SHOP 

FIFI D OF THE INVENTION 

This invention generally relates to a banking facility layout, and a method 

5 and system for handling customer banking functions in a customer pod via 
telecommunication with a remote bank representative. The invention includes 
such services as completing forms, opening accounts, viewing videos, obtaining 
information and demonstrations about products, and accessing a network, such as 
the Internet. The invention also includes a system for organizing a facility layout 

1 0 for performing these remote services and other banking functions. 

BACKGROUND OF THE INVENTION 

Existing art for banking services includes both automated and human teller 
and other banking representative services for customers- Existing automated teller 

1 5 machines (ATMs) and Customer Access Terminals (CATs) generally provide such 
services as dispensing cash, receiving deposits, providing balance and account 
information, and providing information about available banking services. These 
systems typically operate 24 hours a day and require no on-duty personnel, other 
than for regular servicing. 

20 Home banking services and other personal computer (PC) banking 

generally provide similar services to ATMs and CATs, and may also include other 
services, such as electronic bill payment. 

Human tellers and banking representatives generally provide non- 
automated services, such as opening accounts, dispensing checks, readying bank 

25 cards and credit cards, taking customer pictures for photocards, answering 

questions, and dispensing other services. Tellers and other banking representatives 
are generally accessible to customers during regular banking hours, which 
generally correspond to or are less than regular business, hours for other 
businesses. 

30 A problem presented by existing art is the lack of accessibility for 

customers to non-automated banking services during non-banking hours (i.e., lack 
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of 24-hour access to these services). Additionally, services that require human 
tellers and banking representatives are generally expensive relative to the costs of 
maintaining automated tellers. Therefore, costs may be prohibitive for providing 
non-automated services during periods of low customer traffic, such as late at 
5 night or very early in the morning. 

SUMMARY OF THE INVENTION 

It is an object of the present invention to provide from a remote location a 
range of banking services in conjunction with a broad range of network services. 

10 It is an object of the present invention to provide a full range of banking services 
on an extended-hours basis. It is a further object of the present invention to 
provide video communication with a banking representative. It is a further object 
of the present invention to share information with a customer in a real time, 
collaborative mode. It is a further object of the present invention to provide 

1 5 immediate printed and other information to a customer. 

It is a further object of the present invention to provide scanning and other 
methods for immediate interaction between a customer and a remote banking 
representative. It is a further object of the present invention to provide remotely 
and immediately bank cards, credit cards, photocards, and related services. It is 

20 another object of the present invention to provide remote imaging of a customer. 
It is a further object of the present invention to provide a full range of 
banking information in conjunction with banking services. It is a further object of 
the present invention to provide a system for organizing a facility layout for 
performing automated, communications, and other banking and banking-related 

25 functions. 

To achieve the stated and other objects of the present invention, as 
embodied and described below, the invention includes a method for a user to 
obtain remotely provided banking services by accessing a first terminal having a 
screen, initiating communication with a service representative at a second 
30 terminal, automatically prompting the user to select one from a group of 

performable banking functions, selecting a banking function from the group of 
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performable banking functions, automatically prompting the user for additional 
information relating to the selected banking function, transmitting information 
relating to the selected banking function to the second terminal, processing the 
selected banking function, and the service representative assuring completion of 

5 the processed banking function. The above actions can be conducted by a user in a 
self-service mode, or the actions may be conducted by a remote service 
representative for a staff-assisted session. 

To achieve the stated and other objects of the present invention, as 
embodied and described below, the invention further includes a walled facility; a 

1 0 welcome station located within the walled facility; an automatic teller machine 
within the walled facility and remote from the welcome station; and a remote 
service area for obtaining banking service from an external service area to the 
walled facility, wherein the remote service area is within the walled facility and 
remote from the welcome station and the automatic teller machine. 

15 Additional objects, advantages and novel features of the invention will be 

set forth in part in the description that follows, and in part will become more 
apparent to those skilled in the art upon examination of the following; these 
features may also be learned by practice of the invention. 



20 BRIEF DESCRIPTION OF THE DRAWINGS 
In the drawings: 

FIG. 1 is a general overview of the system elements of an embodiment of 
the present invention. 

FIG. 1 A presents a general overview of the system in operation for an 
25 embodiment of the present invention. 

FIG. 2 contains the general system settings window for a graphical user 
interface (GUI) for an embodiment of the present invention. 

FIG. 3 presents the audio/video settings window of a GUI for an 
embodiment of the present invention. 
30 FIG. 4 shows the application settings window for an embodiment of the 

present invention. 
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FIG. 5 is a window having server information for an embodiment of the 
present invention. 

FIG. 6 shows the customer service representative (CSR) console window 
for an embodiment of the present invention. 
5 FIG. 7 presents the folders for the CSR console window for an embodiment 

of the present invention. 

FIG. 8 is the CSR session control window for accepting a call for an 
embodiment of the present invention. 

FIG. 9 shows the CSR session control window after a session begins for an 
1 0 embodiment of the present invention. 

FIG. 10 presents a window containing the CSR file menu for the CSR 
station for an embodiment of the present invention. 

FIG. 1 1 is file transfer pop-up window for an embodiment of the present 
invention. 

15 FIG. 12 is the file menu "Execute Remote Command" pop-up window for 

an embodiment of the present invention. 

FIG. 13 presents the CSR edit menu window for an embodiment of the 
present invention. 

FIG. 14 shows the CSR view menu window for an embodiment of the 
20 present invention. 

FIG. 15 is the CSR pop-up window for "Show Errors" for an embodiment 
of the present invention. 

FIG. 16 shows the help menu window for an embodiment of the present 
invention. 

25 FIG. 1 7 presents a window for the advanced CSR panel for an embodiment 

of the present invention. 

FIG. 1 8 contains a window showing the advanced customer panel for an 
embodiment of the present invention. 

FIG. 1 8A contains a window showing the advanced transfer panel for an 
30 embodiment of the present invention. 
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FIG. 19A is the window containing the advanced processes panel for an 
embodiment of the present invention. 

FIG. 19B is the window of FIG. 19A in which an example of the user 
station process list is presented. 
5 FIG. 20 shows the window for the advanced property panel for an 

embodiment of the present invention. 

FIG. 21 presents the window for the CSR application panel for an 
embodiment of the present invention. 

FIG. 22 contains the window for playing a movie for an embodiment of the 
10 present invention. 

FIG. 23 is the window for the CSR clipboard application for an 
embodiment of the present invention. 

FIG. 24 presents the window for the video banking MIS report program for 
an embodiment of the present invention. 
1 5 FIG. 25 shows a video banking session report (infrastructure session) for an 

embodiment of the present invention. 

FIG. 26 shows a video banking session report by CSR (CSR wise) for an 
embodiment of the present invention. 

FIG. 27 shows a video banking session report by product (product wise) for 
20 an embodiment of the present invention. 

FIG. 28 presents the home loan calculation window for an embodiment of 
the present invention. 

FIG. 29 contains the window for investment product division (IPD) 
contents for an embodiment of the present invention. 
25 FIG. 30 shows the money market account window for an embodiment of 

the present invention. 

FIG. 3 1 presents the product information window for an embodiment of the 
present invention. 

FIG. 32 is a sample window for the Brazil application GUI for an 
30 embodiment of the present invention. 
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FIG. 33 is a flow diagram for the method of an Electronic Banking System 
(EBS) embodiment of the present invention for a prospective customer. 

FIG. 34 presents the flow diagram for an existing customer for the method 
of an EBS embodiment of the present invention. 
5 FIG. 35 presents a banking facility layout, including zones and areas, for an 

EBS embodiment of the present invention. 

FIG. 36 presents a staging area layout for an EBS embodiment of the 
present invention. 

FIG. 37 presents a staging area layout for another EBS embodiment of the 
10 present invention. 

FIG. 38 presents a staging area layout for another EBS embodiment of the 
present invention. 

FIG. 39 presents a staging area layout for another EBS embodiment of the 
present invention. 

15 FIGS. 40A and 40B present two views of a mobile free-standing layout for 

another EBS embodiment of the present invention. 

FIG. 40C shows a closeup of the welcome station for the embodiment 
presented in FIGS. 40A and 40B. 

FIGS. 41A and 41B present two views of a mobile free-standing layout for 
20 another EBS embodiment of the present invention. 

DETAILED DESCRIPTION 

The present invention solves the problems of the existing art by utilizing 
automated functions and communication with a remote teller or other banking 

25 representative to allow accessibility for customers to non-ATM/CAT banking 
services during non-banking hours. Additionally, the present invention allows 
provision of services that require human tellers and banking representatives and 
that are generally expensive relative to the costs of maintaining automated tellers. 
The present invention also includes a system for organizing a facility layout for 

30 performing these automated and communications functions in conjunction with a 
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wide range of other functions, such as ATM/CAT functions, information towers, 
phone banking, foreign exchange, PC home banking, and slimCAT functions. 

An embodiment of the present invention is referred to as Video Banking 
System (VBS), and is also known as VideOffice. VBS is an element of an overall 
5 banking layout, referred to as the Mini Electronic Branch (MEB). Another 

embodiment of the present invention is referred to as the Electronic Banking Shop 
(EBS). Each of these embodiments is described in more detail below. 

VBS Embodiment 

10 An embodiment of the present invention is a PC based two way video 

product that provides video session capability with application collaboration 
between a Customer Service Representative (CSR) and a remote user (e.g., 
customer; potential customer). The session is conducted by the CSR as if the CSR 
were having a face to face conversation with the user in the CSR's office. The 

1 5 following are system highlights of an embodiment of the present invention. 

An embodiment of the present invention provides a "face-to-face" session 
between a user and a remote CSR. The user station and the remote CSR station 
are connected by, for example, an Integrated Services Digital Network (ISDN) line 
or Ethernet LAN. An embodiment of the present invention is PC based and 

20 housed in a Kiosk or on the desktop. 

In an embodiment of the present invention, the Virtual Office model is 
CSR driven, in which the user confirms the CSR's actions. The user initiates a 
session to a remote CSR by touching the touch screen or using a keyboard or 
keypad in the user station, after which the CSR manages the session based on the 

25 user's business needs. 

In an embodiment of the present invention, devices (e.g.. scanners, printers) 
located locally or remotely are controlled by the CSR. Hard copy reports are 
printed at the remote customer site. Documents are scanned remotely and viewed 
at both the CSR site and the customer site. Promotional pre-recorded multi-media 

30 presentations are played at the customer site. Various business applications are 
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invoked to fulfill a customer's requests, such as account opening form preparation. 

loan applications, and financial planning. 

In an embodiment of the present invention, the Video Banking System is a 

PC based system that utilizes off the shelf Video Compression and Decompression 
5 (CODEC) hardware to provide a two-way video session. An embodiment of the 

present invention is configured for the desktop, and another embodiment is 

configured for a variety of Kiosk environments. 

The VBS infrastructure provides capabilities to control audio, video, 

document camera, scanner, and printer devices, as well as to play promotional 
1 0 movies, display forms, and provide for electronically assisted completion of forms. 

In an example user session for an embodiment of the present invention, a 

user initiates a video session by previewing given choices or a welcome screen 

with an attractor loop. The CSR then controls the video session by interviewing 

and selling the customer appropriate business products. If for some reason the 
1 5 session is interrupted, the system provides the capability for the CSR to call the 

customer back to resume the session. When business with the customer is 

complete, the CSR terminates the session. 

The VBS software infrastructure provides generic capabilities to perform 

basic CSR functions required for conducting a session with a remote Customer. 
20 The following is a summary of the major functions included as part of the 

infrastructure for an embodiment of the present invention: 1 ) filling out forms 

collaboratively; 2) playing videos and other multimedia files; 3) providing Smart 

Forms (to simulate "what if scenarios; for example, loans with different rates, 

installments, and so forth); 4) showing promotional slides; 5) providing clipboard 
25 capability; 6) transferring files; 7) creating forms; 8) controlling devices, such as a 

scanner, printer, audio, video, and camera, from a remote location; 9) creating MIS 

reports; 10) accessing the Internet with remote Video Banker navigation; 11) 

reading smart cards; and 12) providing a signature pad. 

In an embodiment of the present invention, the application platform makes 
30 extensive use of the object oriented (e.g., Microsoft OLE, produced by Microsoft 

Corp. of Redmond, WA) technology. This functionality is provided by the 
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operating system. Another embodiment utilizes off the shelf object oriented and 
other components, such as Microsoft's ActiveX components. 

The following are highlights of the OLE technology element of the system. 
The system is designed using OLE Automation technology with OLE servers and 
5 OLE clients. The system is Event Driven, in which users register to receive 

events. Several OLE components are combinable into single executable functions. 
The OLE components are distributed between local and remote machines. In an 
embodiment of the present invention, the OLE components have a graphical user 
interface (GUI). OLE components are launched on demand as users refer to them. 

10 A general overview of selected components of the VBS embodiment of the 

present invention are as follows. Servers - An OLE server provides specific 
functions/services, which are invoked by a requesting Client application. An OLE 
server is started automatically upon the request of an OLE Client application. A 
server is used by more than one user simultaneously. Client Application — An 

15 OLE Client application uses one or more OLE server services to provide 
functionality. 

The infrastructure of an embodiment of the present invention includes 
servers that provide common system functions such as session management, audio 
functions, video functions, data channel management, environment context 

20 management, and system audit logging of session information. The client 
applications provide the basic VBS system functions, including form filling, 
presentation of promotional multi-media material, clipboard capabilities, such as 
cut and paste, and file transfer. 

The following is a system overview of the elements of the CSR and user 

25 sites. Stand up and sit-down hardware configurations of the user site are 

supported, as well as desktop and Kiosk environments. These elements include, 
for the CSR site: 1 ) one CSR station - a terminal, such as a PC, server, or main 
frame, with sound card, camera, and speakers; 2) two-way video CODEC; 3j 
ISDN connection support; 4) network connection for Internet support; 5) a printer; 

30 6) a scanner; 7) a second monitor for external video display; and 8) a 
TelePrompTer. 
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The remote Video Banker conducts the Video Banking session as if the 
CSR were having a face-to-face conversation with the customer or other user. The 
user at the VBS Video Banking Booth speaks to subject matter experts, such as 
Investment or Mortgage Consultants, and views the same information as the expert 
5 or remote CSR. Data entered by the remote CSR on an application form is 
confirmed by the user instantly. The integration of a scanner and a printer 
complete the interaction, which duplicates a face-to-face interaction at a branch. 

The Video Banking software infrastructure provides capabilities for 
performing remote Video Banker functions required to conduct a session with a 
1 0 customer or other user remotely. In addition, the infrastructure provides generic 
capabilities and facilities for banking or other financial institutions or other 
businesses to customize and produce their own forms and create their own content 
flow. 

The Video Banking Front-End (customer side of the Video Banking 

1 5 session) is configured with the following components for an embodiment of the 
present invention: 1) a terminal, such as a PC, with a video card, sound card, 
network card, and CD-ROM; 2) one device server, such as a PC; 3) a two-way 
video CODEC; 4) an Operating System (such Windows 95™ or Windows NT); 5) 
a wide-angle video camera; 6) amplified stereo speakers; 7) scanner; 8) 

20 microphone or telephone; 9) laser printer; 10) extended paper tray; 1 1) a coupling, 
such as ISDN connection support; 12) a network coupling, such as a connection 
for Internet support; 13) a second camera for viewing customer side; and 14) a 
second, 1 5-inch screen. 

With the second screen on the Front-End system, the video image of the 

25 remote Video Banker appears on the top screen, and the data and forms appear on 
the lower screen. This two-screen setup means that the user views a larger image 
of the remote Video Banker during the entire session. 

In an embodiment of the present invention, the layout of the Video Banking 
Front-End is arranged in one of the following configurations: 1) desktop; 2) open 

30 booth; or 3) enclosed booth for one or two people. The desktop arrangement is 
used in scenarios where space limitations prohibit the installation of a booth, or if 



wo 
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an enclosed area already exists (e.g., office/conference room). The desktop 
embodiment is arranged in an office or conference room environment for privacy 
while accessing a remote location Video Banker or specialist. 

The open booth embodiment is used, for example, in a branch setup to offer 
5 privacy to the user without using a fully enclosed booth. A mobile screen panel 
behind the user, for example, provides a sense of privacy. 

For optimum privacy, in an embodiment of the present invention, an 
enclosed booth is used in the VBS. An additional advantage of the enclosed booth 
is that it is installable in nonbranch environments, such as malls or airport lounges, 
1 0 providing privacy to the customer in these environments. 

The Video Banking Back-End, where the remote Video Banker (CSR) and 
experts reside, is the designated, centralized Sales/Service Call Center. With 
appropriate call center technology, the Video Banking Back-End is integratable 
with other elements of a business, such as audio calls. Thus, with this 
1 5 embodiment, a few trained remote Video Bankers are able to handle video calls as 
well as audio calls. 

In addition to handling video calls originated in Video Banking booths in 
the VBS, the Call Center handles calls generated by customers and prospects 
through the Internet. 

20 The Back-End configuration includes the following hardware components: 

1) a terminal, such as PC, with video card, sound card, network card, and CD- 
ROM; 2) a two-way video CODEC; 3) an operating system; 4) a video camera; 5) 
amplified stereo speakers; 6) scanner; 7) microphone or telephone; 8) laser printer; 
9) extended paper tray; 10) a coupling, such as an ISDN connection support; and 

25 1 1 ) a network coupling, such as a connection for Internet support. 

In an embodiment of the present invention, the electronics/technology 
components of the VBS include the following: 1) Video Banking Booths - 
integrated two-way video equipment, including a PC, a touchscreen monitor; a 
scanner, a laser printer, a microphone/telephone, speakers, and a camera; 2) 

30 Welcome Station electronic components, including a Customer Identification 

Terminal (PIN Pad), bank card embosser device, host connection terminal, printer, 
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and telephone/fax machine: 3) phone banking device; 4) ATMs or CATs; 5) 
information towers - multimedia information towers with an optional card reader 
and printer; 6) Home Banking Kiosks - standard off-the-shelf PCs with typical 
home and/or office configurations loaded with home banking software; 7) 
5 checkbook dispensing station; 8) projection display panel; and 9) travelers 
checks/foreign exchange station. 

An embodiment of the present invention includes a PC-based, two-way 
video product that provides video session capability with application collaboration 
between a user sitting at a Video Banking Booth in the VBS and a remote Video 
10 Banker at a centralized Sales/Service Call Center. 

The Video Banking system has three basic communication modes. LAN 
connectivity is used when the customer Front-End and remote Video Banker Back 
End are located within the same physical premises. An example is a booth located 
in the lobby of a headquarters building, which also houses the remote Video 
1 5 Banker Sales/Service Call Center. 

Single Basic Rate Interface (BRI) or triple BRI (3BRI) ISDN connectivity 
is suitable for a typical single-screen Video Banking session, in which a small 
video image of the remote Video Banker is displayed in one corner of the screen, 
and the forms and data appear on the remainder of the screen. 
20 Triple BRI ISDN connectivity is also used in conjunction with a dual Video 

Banking system, in which the top screen contains the video picture of the remote 
Video Banker, and the lower screen is used for data forms and data display. This 
mode is necessary for the two-screen version and recommended for the one-screen 
version due to the increase in quality. 
25 In an embodiment of the present invention, the Video Banking 

configuration has a point-to-point connection between the customer Video 
Banking Front-End and the remote Video Banking Back-End. This point-to-point 
connection is via a LAN or ISDN line. In this scenario, there is no need for 
advanced call center functions, such as call transferring, call back, reroute on call 
30 busy, and so forth. 
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Another embodiment of the present invention has a more robust Video 
Banking configuration, consisting of many Front-End systems communicating to a 
smaller number of Back-End systems. This Private Bank Exchange (PBX) type 
configuration requires an Automatic Call Distribution system that offers the 
5 following features: 1 ) automatic call distribution functions; 2) answering service; 
and 3) security. 

Automatic call distribution functions further include: 1 ) call transfer - 
transfers a call from one remote Video Banker to another; 2) support of a Virtual 
Call Center - two remote Video Bankers are located at physically separate 
1 0 locations, transparent to the customer; 3) call screening; 4) call back - the remote 
Video Banker in the Back-End calls the customer Front-End (normally, a video 
call is initiated from the Front-End to the Back-End); and 5) reroute on call busy. 

Answering Service includes: 1) video mail and voice mail; 2) interface to 
Automated Voice Response (AVR) systems; 3) video call on hold; and 4) ability to 
1 5 put the customer into a video stream. 

Security includes: 1) MIS reporting on sessions; 2) call screening with user 
ID; 3) call back with user ID; and 4) data encryption. 

Some of the multimedia call management features offered by this systems 
are: 1) multimedia automatic call distribution capabilities; 2) multimedia call 
20 redirection; 3) multimedia (voice; voice and data; voice, data, and video from 
point-to-point and/or Internet) hunting, which includes a second call to the same 
agent and uniform call distribution; 4) multimedia call conferencing; and 5) 
multimedia communications efficiency, which includes one member calling for 
both voice and multimedia calls and multimedia call forwarding. 
25 If a potential customer entering the VBS already has a relationship with the 

bank, the Customer Identification Terminal located at the Welcome Station in the 
VBS provides a quick and simple means for bank officers to profile the customer, 
discerning their needs and understanding the potential cross-sell opportunities. 

The Customer Identification Terminal is also used by the VBS bank officer 
30 after a Video Banking session to have the newly-acquired customer enter the PIN 
number of their choice with their newly-issued bankcard. 
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In an embodiment of the present invention, the Customer Identification 
Terminal has a swipe card reader capable of reading two out of the three tracks on 
a magnetic stripe card. Security features available on the card reader device are 
PIN encryption, message authentication, and key management. 
5 Although it is used primarily for reading bank cards within the VBS, in an 

embodiment of the present invention, the card reader device accepts debit, credit, 
and private label card transactions; process Stored Value Card (Smart Card) 
transactions for four or more Stored Value Card schemes; and capture customer 
loyalty transactions - all in a single terminal. Additional features include a larger 
10 backlit display, graphics capability, enhanced keyboard, multiple connectivity 
options, and an optional integrated modem. 

The specifications for an embodiment of the present invention for the 
Customer Identification Terminal are as follows: 1) a processor; 2) Intellect 
Secure Architecture; 3) keyboard (tactile); 4) magnetic card reader; 5) Customer 
15 Smart Card reader/writer; 6) Smart Card reader/writer; 7) real-time clock; and 8) 
multiple communication interfaces. 

In an embodiment of the present invention, the Welcome Station contains a 
terminal for access to the business' host system, depending upon the type of Back- 
End host system used. The typical terminal is a standard desktop PC, which has 
20 the proper communications connectivity with the host, as well as the applications 
bank officers use for gathering information about customers. 

In an embodiment of the present invention, the greeter is capable of 
opening a new account and screening existing customers. In an embodiment of the 
present invention, the greeter is able to perform some teller functions. 
25 Phone banking devices, such as CitiPhone® Towers, are in-branch 

telephone kiosks that allow connection of customers directly to a local Country 
Service Center. In the VBS, phone banking devices are located within the 
transaction zone. The following are the technical features and functions of phone 
banking devices: 1) standard telephone connection with a direct link to a user; and 
30 2) 24-hour, 7-day a week access. 
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The VBS contains a variety of" ATMs that process transactions ranging 
from very basic cash withdrawals to more complicated CAT transactions involving 
bill paying and trading stock. Since the VBS does not have a teller, the more 
functions the ATM performs, the smaller the gap between the VBS and the 

5 traditional branch. 

Information Towers are browser-like, interactive, contemporary-design 
kiosks used for providing marketing and/or product-related information to 
customers. Interaction at the Information Towers is via touchscreen. Users search 
for information about products and services, or find out the location of various 
1 0 bank branches via direct link to the country-specific Web page. 

Each business chooses the type of information to show in the Information 
Tower. Some businesses have cross-merchant offers (for example, a VBS in a 
mall) and others have a multimedia presentation orienting the customer to the VBS 
itself. 

1 5 Several manufacturers exist in the marketplace that offer an Information 

Tower with similar technical features, including: 1) high-tech appearance, using 
minimal footprint and offering mobility; 2) PC engine; and 3) a flat panel color 
LCD display. 

In an embodiment of the present invention, the system uses an Information 
20 Tower that incorporates an accessory arm to provide magnetic stripe card reading 
and receipt printing. The Information Tower of this embodiment has the following 
technical features: 1) PC engine; 2) keyboard and mouse controller; 3) motion 
detector; 4) sound card; 5) ethemet connection; and 6) flat panel color LCD 
display. 

25 The purpose of the Home Banking Kiosks within the VBS is to introduce 

the bank's Home Banking product to the customers, demonstrate its functionality 
in a tutorial mode, and show the customer or other user how to install and use it. 
In addition to using the Home Banking Station as a demonstration device, in^an 
embodiment of the present invention, the kiosk is connected to the host, allowing 

30 customers who are more comfortable with home banking to perform those 
functions. 
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In an embodiment of the present inventiqn. the Home Banking Kiosks are 
standard PCs sitting on a platform. An embodiment of the present invention 
includes the GRAIL home banking user interface design. An embodiment of the 
present invention uses an intelligent system that connects to a regular TV set and 
5 gives customers and other users most of the functionalities of a regular PC at a 
much lower price. 

Children's (children of customers and prospects) PCs, such as CitiKids, are 
located within the Screening, Information, and Traffic Direction zone to attract 
and entertain children, allowing the parents to speak with the VBS bank officer. 

10 The features of the children's PCs include the following: 1) a PC loaded with 
children's type software (e.g., games, educational); 2) colorful, playful desk/chair 
area; 3) monitor frame and mouse pad with a children's PC theme; and 4) regular 
mouse for older kids and a special trackball mouse for smaller kids. 

In an embodiment of the present invention, the card embosser device is 

15 capable of issuing high-quality ATM, debit, and credit cards in a matter of 
minutes. The card embosser delivers ready-to-use cards in a fast, single-pass 
operation. Standard features include embossing, magnetic stripe encoding, and 
color topping, with optional indent printing and Smart Card personalization. 

In an embodiment of the present invention, the card embosser offers several 

20 security features to help guard against card theft and fraud. In an embodiment of 
the present invention, for physical security, a user's application defines a password 
that is entered from a keyboard to unlock the chassis cover.. All entries are 
recorded on a host audit trail to protect the card stock. 

The card embosser is also programmed to recognize financial card formats. 

25 A password is required from the host to allow production of financial cards. The 
system also offers standard magnetic stripe encoding and optional Smart Card 
Personalization capabilities. The following summarizes additional features of the 
card embosser: 1 ) smart card personalization; 2) indent printing (front or re2f); 
and 3) choice of topping foil colors: black, gold, silver, red, white, dark blue, or 

30 process blue. 



wo 
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In an embodiment of the present invention, the Checkbook Dispensing 
Station is connected to a SlimCAT. In another embodiment of the present 
invention, a standalone Checkbook Dispensing Station is used. The functions of 
the checkbook printer include the following: 1) encodes the MICR or optical code 
5 line to International Standards Organization (ISO) standards; 2) reads and verifies 
the quality/accuracy of the encoded line; 3) automatically rejects, cancels, and 
perforates non-standard checks; 4) text prints all personalized information, 
including check number, sort code, branch address, account number, customer 
name, and so forth; 5) collates the completed checkbook of 10 to 20 checks; 6) 

1 0 staples and binds checkbook to a professional standard and cloth finish tape; and 
7) presents the finished book. A checkbook not taken by a customer within a 
given time is automatically withdrawn and deposited in a locked security box. 

For an embodiment of the present invention, the Checkbook Dispensing 
Station contains a PC and interfaces with a host computer via serial ports. With 

1 5 the online configuration between the Checkbook Dispensing Station and the host 
data base, "tailor-made" checkbooks for customers are issuable at any branch. 

Checkbook Dispensing Stations have many built-in, self-diagnostic 
functions that check for correct feeding of stock and functioning of the printers. 
The stations check for double feeding, upside down/wrong way loading, encoder 

20 ribbon and binding tape exhaust conditions, and so forth. Error messages are 
transmitted from the Checkbook Dispensing Stations to the host, enabling quick 
identification of malfunctions and immediate corrective action. 

The projection display panel is a convertible front and rear projection 
television and computer monitor that utilizes equipment such as Digital Light 

25 Processing™ (DLP) technology from Texas Instruments, of Austin, Texas. 

In an embodiment of the present invention, the projection display panel is 
the Digital Home Theater™ projection television from Projectavision™ of New 
York, New York. The system displays the PointCast product from the Internet. In 
an embodiment of the present invention, an Internet provider is used to eliminate 

30 the need for content maintenance, since the video is refreshed continually. 
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ln an embodiment of the present invention, the system includes Traveler's 
Checks/Foreign Exchange Stations to enable users to buy and sell different kinds 
of currencies. 

References will now be made in detail to sample GUI screens for the VBS 
5 embodiment of the present invention, an example of which is illustrated in the 
accompanying drawings. 

FIG. 1 presents an overview of the elements of an embodiment of the 
present invention. As shown in FIG. 1, the CSR station for an embodiment of the 
present invention includes a two-way video PC 10, with attached speakers 1 1, a 
10 video camera and microphone 12, a monitor 13, a printer 14, keyboard 15, mouse 
16, LAN/WAN connections 17, and NT-1 ISDN terminators 18 for interface with 
ISDN lines 19. 

As shown in FIG. 1, the user station for an embodiment of the present 
invention includes a two-way video PC 25, with attached speakers 26, a 
1 5 touchscreen monitor 27 a second monitor 28, microphones and cameras 29, a 
scanner 30, a device server 3 1 with attached printer 32, LAN/WAN connections 
33, and NT-1 ISDN terminators 34 for interface with ISDN lines 35. In an 
embodiment of the present invention, the CSR station and the user station are 
connected 36, such as by an ISDN line. 
20 For the user site, the elements of the printer station include: 1 ) a terminal, 

such as a PC; 2) a printer; and 3) an extended paper tray. 

A configuration management utility application is utilized in an 
embodiment of the present invention to configure the CSR station or the user 
station. The utility updates a two way video access database, which is utilized by 
25 the VBS system. The utility provides the capability to preview or print the 
contents of this database. 

The management utility application consists of tabbed control panels that 
are categorized based on their functionality, as follows. General settings - - 
contains general information required by the system. Audio-Video settings - 
30 contains audio and video device settings. Application settings - contains path and 
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ille names for application media options used. Servers — contains runtime 
information for application servers displayed in the application control panel. 

The management utility application Optional Devices indicate the presence 
of a scanner and printer device and their resolution. Screen settings — sets the 
5 standard screen size and location for all the application screens. Data clean up 
interval — this setting indicates the frequency in days for which the system 
performs the cleanup of audit log files and temporary files. Application settings - 
contains path and file names for application media options used, as shown in 
FIG.2, below. 

10 FIG. 1 A presents a general overview of the system in operation for an 

embodiment of the present invention. In FIG. 1 A, a user 35 at a terminal 36, such 
as a PC, communicates 37 via a network 38 with a CSR 39 at a second terminal 
40. Communication is by two-way video, which includes a video camera 41 at the 
user station and a second video camera 42 at the CSR Station. Also, the user 

1 5 station includes such things as a signature pad 43, a printer 44, a card reader 45, 
and a scanner 46. A second terminal 40 can access information from a third 
terminal 47 and project the information onto both the first terminal 36 and the 
second terminal 40. 

FIGS. 2-32 contain example windows from a windows-based GUI for an 

20 embodiment of the present invention. 

FIG. 2 presents a window 50 containing various functions for general 
system settings of a user station. As shown in FIG. 2, the window 50 contains 
different options selectable for each of the menu buttons 5 1-54. These menu 
buttons include general 51, audio-video settings 52, application settings 53, and 

25 servers 54. The selection for general 5 1 allows input into boxes for workstation 
identifier 60, CODEC type 61, and call size 62, a selection 63 for user station or 
CSR station, and inputs for user station phone numbers 64, CSR station phone 
number 65, optional devices 66, screen settings 67, and data cleanup intervaF68. 
Also, at the top of the window 50 is a pulldown menu for file 69. 

30 In FIG. 2, if the user selects the menu button for audio visual settings 52, 

additional input appears for audio- video settings, as shown in FIG. 3. These 
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settings include boxes for audio 70, video 7 L and video window image 72. Within 

the audio box 70, the options for input device 70a include microphone, headset 

microphone, telephone handset, linelevel input, and auxiliary input; the options for 

output device 70b include speaker, headset ear phones, telephone ear-piece, line 
5 level output, and auxiliary output. Within the video box 7 1, the options for input 

device 71a include camera, VCR, and camera2; the options for output device 71b 

include single screen overlay and screen on external monitor. 

In FIG. 2, if the user selects the menu button for application settings 53, 

additional input appears for applications settings, as shown in FIG. 4. This input 
1 0 includes main heading for application forms 75, default CSR name 76, and boxes 

for images 77, promotional movies for greeter 78, directories 79, and snapshot 

program 80. Further details about these applications are as follows. 

Main heading -the main heading to appear as a caption on each application 

screen. Default CSR name - sets the name of the CSR; used by applications. 
1 5 Background Images - defines the background image to be used for the Greeter 

application screen and then for the common screen background during a session. 
Promotional Movies for greeter — the first movie is played while 

disconnected; in an embodiment of the present invention, a second movie is shown 

during the connection set up. 
20 Directories — these are the directories where different files are stored; for 

instance, Forms directory is for storing forms, Media is for storing bitmaps (.bmp) 

and movie files (.mpg, .avi), and TEMP is used as the default destination directory 

for files being transferred. 

Snapshot program — provides the full path of the snapshot program used to 
25 capture remote site screens. 

In FIG. 2, if the user selects the menu button for servers 54, additional 

input appears for servers, as shown in FIG. 5. This input includes column boxes 

for server name 85 and server class 86, a box for new server information 87rand 

buttons to add 88 or delete 89 a server. 
30 FIG. 5 shows the application servers installable and runnable by the CSR. 

After the CSR station has been rebooted, the CSR logs on to the system with a user 
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I.D. and password. Then, the CSR double clicks on the TWConsoie (.exe) icon to 
start the TwoWayVideo console program so as to set up the CSR station to wait 
for a call from the user station. The Console application enables the CSR to 
perform such functions as accept/hangup a call, activate/terminate Business 
5 applications, manage remote scanning devices, transfer files, and take a snapshot 
of the customers screen. 

The CSR console includes two sections: the upper section is the 
application panel; and the lower section is the control panel. The appearance of 
the CSR console after the console program is started initially is shown in FIG. 6. 

10 A window 100 includes pulldown menus for file 101, edit 102, view 103, launch 
104, and help 105. Available files and folders icons are in a box 106. In the 
example shown in FIG. 6, an icon is available for video banking system 106a. The 
CSR may input or change settings regarding status 107 and CSR name 108; 
buttons are available for dial 109 and hangup 1 10, and boxes allow input or change 

15 of information regarding CSR 1 1 1 and customer 1 12. 

The paradigm is that the "Video Banking System" drawer consists of 
folders that contain applications (items) that the CSR activates as the session with 
the user progresses. An application is activated, used and then closed: if required, 
multiple applications are opened and used. 

20 In FIG 6, if the video banking system icon 106a is selected, a w +" symbol 

appears preceding the folder, indicating that this is a compressed folder. For a 
compressed folder, either its sign is clicked qn once, or the folder name is 
double clicked, after which the folder expands showing all its items and the 
symbol in front of the folder changes to the symbol , as shown in FIG. 7. FIG. 

25 7 also presents the expanded folder for the video banking system icon 1 06a. The 
expanded folder includes Brazil contents 106c, demo applications 106d. movies 
106e, promotional programs 106f, and tools 106g. 

Conversely, when the CSR clicks on the u -" sign of an expanded folder, the 
folder is compressed so that its items are not displayed, and the folder is then 

30 preceded by the "+" symbol. 
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After the connection is accepted by the CSR. the CSR starts/launches 
appropriate applications depending on the user's needs/interests. For example, a 
CSR opens an account opening application form and partially completes it; 
simultaneously, the user's identification card is scanned via the clipboard 
5 application of the Tools folder. Then, after completing the form and printing it at 
the user site, the CSR terminates the application. 

A call is initiated from the user station as the result of a customer touching 
the touch screen of the user station. About five seconds later, a tiny ring sound is 
heard on the CSR station, indicating that the call has arrived; then about 25 

10 seconds later, the status of the CSR's console starts changing from 'Disconnected' 7 
to "Call Coming", "Connected", and finally "Ready at 382K" (if, for example, the 
call is a LAN connection or a 3BRI ISDN connection). Then, some phone rings 
sound, while a RED "Ready" button 115 appears immediately below the 
Dial/Hangup buttons, as shown in FIG. 8. 

1 5 After the CSR clicks on the red Ready button to accept the call, the Ready 

button disappears, the user's Visible box is checked, and then the actual two-way 
video session begins (i.e., both the CSR and the user see and hear each other). 

The whole process, starting from a touch on the user station's screen, until 
the red Ready button 1 15 is displayed, takes about 30 seconds. About 1 5 seconds 

20 after the call is initiated, the CSR is able to hear the user. In an embodiment of the 
present invention, at the same instance, the user hears the CSR for a few seconds, 
as a result of using the CODEC driver. To circumvent this problem, the VBS 
infrastructure is programmed to mute the CSR's audio once every second within 
this period, so that only broken sentences are heard by the user. If this situation is 

25 still not acceptable to the CSR, since the CSR is using the built-in microphone of 
the camera, then the CSR switches off the camera after each session, and turns on 
the camera before accepting a call. After the session is made, the CSR console 
appears as shown in FIG. 9. Note that within the customer box 1 12, indication 
now appears that the customer is visible 1 12a. 
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If the CSR's name differs from the default name, the CSR clicks on the 
•*CSR Name" field to enter their own name so that the MIS reports are generated 
w ith accurate CSR names. 

On the regular control panel, the following basic adjustments are made to 

5 affect the CSR station; these adjustments are made by clicking on the 

corresponding field of the CSR frame, as follows. Visible: makes the image 
window, containing user's image, visible on the CSR station. PIP: makes a small 
picture in picture (PIP) appear on the CSR station so that the CSR can view itself. 
Mute: turns on the mute of the CSR's audio so that the user isn't able to hear from 

10 the CSR. This feature is helpful, for example, when the CSR puts the user on hold 
while the CSR is discussing an issue with a supervisor or colleague. This toggle 
switch can be click on again to turn off the mute. Microphone: adjusts the input 
level of the CSR's microphone. The CSR clicks on the final desirable level 
position rather than dragging the level mark to the final location. Speaker: adjusts 

15 the output level of the CSR's Speaker. The CSR clicks on the final desirable level 
position rather than dragging the level mark to the final location. 

On the regular control panel, the following basic adjustments are available, 
which affect the user station by clicking on the corresponding field of the user 
frame, as follows. Visible: makes the image window, containing CSR's image, 

20 visible on the user station. Mute: turns on the mute of the user's audio so that the 
CSR isn't able to hear from the user; this toggle switch is clicked on again to turn 
off the mute. Microphone: adjusts the input level of the user's microphone; the 
user clicks on the final desirable level position rather than dragging the level mark 
to the final location. Speaker: adjusts the output level of the user's speaker; the 

25 user clicks on the final desirable level position rather than dragging the level mark 
to the final location. 

In an embodiment of the present invention, the launch/application folder 
section of the CSR's console includes the applications.that the CSR is able to 
execute to perform user session requirements. The applications are grouped into 

30 categories by folder. Each folder contains the specific item/application. To 
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execute the application, the CSR selects the item by clicking over it and clicking 
the Launch! Menu option. 

An application is terminated as follows: if there exists an "Exit" or i; Done" 
button, the user clicks on the button; otherwise, the user clicks on the "x"-button at 
5 the upper right corner of the application's main window; in addition, in some 
cases, the user can double click the top left corner of the application's main 
window. 

Once a session is connected, the CSR hangs-up to terminate the session by 
clicking on the Hangup button. If the session is interrupted, the CSR dials the user 

1 0 to resume the session by clicking on the dial command button. 

As shown in FIG. 10, the CSR Console menu bar provides easy access to 
the commonly used infrastructure functions. There are five dropdown menu 
groups in the CSR console 100: File 101, Edit 102, View 103, Launch 104, and 
Help 105. To start a function within a menu group, the CSR first clicks on the 

1 5 desired menu group, then waits for the drop down menu to be displayed. The CSR 
then simply clicks on the desired function on the menu. CSR Console menu 
groups and their corresponding functions are described further below. Note that in 
order to perform certain CSR console functions, such as update item or view 
processes, the CSR must have administrative privileges (i.e., the TWConsole must 

20 be started with the "admin" as the first argument ("TWConfig admin")). 

As shown in FIG. 10, the CSR has the option to use the file menu 101 to 
transfer a file 120, execute a simple console command (which does not prompt the 
user at all) remotely on the user's station 121, reboot a user station 122, enable the 
user station's touch screen 123, center and enlarge the CSR's image 124, shrink 

25 and move the CSR's image to the default top right corner of the user station's 
monitor 125. release a file transfer lock 126, share an application 127, reset the 
data bandwidth to default values 128, lock the CSR's monitor 129 (note that the 
CSR's system can be set up with a screen saver that is protected by a password, so 
that the CSR's monitor requires the password to unlock the screen), and terminate 

30 the console program (Exit) 130. 
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By default the user station's touch screen is disabled. The CSR can click 
on the user screen enabled menu item 123 to enable the user station's touch screen; 
a check mark then appears next to this menu item. If the CSR clicks this menu 
item again, the user station's touch screen disables again, and the check mark 
5 disappears. 

In FIG. 10, if the CSR selects transfer file 120 from the edit menu 101, a 
transfer file pop-up window 135 appears, as shown in FIG. 11. The window 135 
includes input areas for transfer 136, file type 137, and destination directory 138, 
and buttons for send file 139, done 140, and . 141. The file type 137 

10 selections include application, media, and other. Selecting the button for . ." 
141 allows the CSR to browse directories to select a target file. Once a target file 
is selected, the CSR selects the send file button 139 to transfer the file to a user 
station. The CSR selects the done button 140 to end the transfer process. 

In FIG. 10, if the CSR selects execute remote command 121 from the edit 

15 menu 101, a pop-up window 145 appears, as shown in FIG. 12. The window 145 
includes areas to enter a command for remote execution 146 and for providing 
command results 147, as well as buttons for clear 148, cancel 149, execute 150, 
save 151, and done 152. After a simple windows console command is typed into 
the command line 146, the CSR selects the execute button 150 to execute the 

20 command remotely on the user station. The corresponding results are displayed in 
the command results area 147. The contents of the command results area 147 are 
savable as a file using the save button 151; and the clear button 148 clears the 
command line 146 and command results area 147. The done button 152 exits the 
CSR from the pop-up window 145. 

25 FIG. 13 presents the pulldown menu for edit 102 from the CSR console 

window 100. The menu items within the edit selection 102 include add item 155 ? 
update item 156, delete item 157, add group 158, update group 159, and delete 
group 160. An entitled CSR invokes the edit menu 102 to perform the operations 
on the application properties regarding groups and items within groups. The CSR 

30 selects add item 155 to add a new item to the current folder, selects update item 
156 to update the current item, selects delete item 157 to delete the current item. 
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The CSR selects add group 158 to add a folder, selects update group 159 to update 
the current folder, and selects delete group 160 to delete the current folder. 

FIG. 14 presents the pulldown menu for view 103 from the CSR console 
window 100. The menu items within the view selection 103 include refresh tree 
5 view 165, refresh call detail 166. control panel 167, control panel (advanced) 168, 
hide control panel 169, and show errors 170. The view menu 103 option enables 
the CSR to refresh the tree view of applications shown in the applications control 
panel, to refresh the call detail information, to toggle and hide/show the control 
panel, and to show logged errors. 

10 If the CSR selects show errors 170 from the pulldown menu for view 103, a 

pop-up window 175 appears as shown in FIG. 15. In FIG. 15, the pop-up window 
175 includes a message area 176, buttons for clear list 177 and hide 178, and a 
maximum messages area 179. 

The CSR selects the launch! menu 104, as shown for example in FIG. 14, 

1 5 to execute an application for an item that the CSR has selected from the 

application control panel outline tree. To launch, the item is highlighted and then 
the launch! menu item 104 is selected. 

FIG. 16 presents the help pulldown menu 105 from the CSR console 
window 100. In an embodiment of the present invention, the menu items within 

20 the help selection 105 include video banking system 185, with subselections for 
brazil contents 186, demo applications 187, movies 188, promotional programs 
189, and tools 190. 

The CSR advanced control panel (view menu 103 selection for control 
panel (advanced) 168, as shown in FIG. 14) includes the following: 1) CSR panel; 

25 2) user panel; 3) transfer panel; 4) processes panel; and 5) property panel. The 

CSR manages a session by accepting a call to start a session and by terminating the 
session by hanging up the call. FIG. 17 presents the CSR control panel 195, which 
contains panel selection buttons for CSR 200, customer .201, transfer 202, * 
processes 203, and property 204. Within the CSR panel 200, as shown in FIG. 17, 

30 the window includes status 205, phone number 206, and boxes for video 207, 
audio 208, and data 209. Video 207 controls video quality type, video visibility, 
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and self view (PIP). Audio 208 controls audio quality type, volume of microphone 
and speakers, echo-cancellation, and autogain properties. In addition, if mute is 
selected, the CSR side is muted, preventing the user from hearing what the CSR is 
saying. Data 209 controls the data bandwidth. 

5 In FIG. 17, if the CSR selects the Customer panel button 201, a panel 

appears in the window 195, as shown in FIG. 18. This panel includes status 210, 
phone number 21 1, and boxes for video 212, audio 213, and data 214. The 
functions for this page are the same as those for the CSR control page, as shown in 
FIG. 17, except that the CSR controls the user station settings. 

1 0 In FIG. 1 7, if the CSR selects the transfer button 202, a panel appears in the 

window 195, as shown in FIG. 18A. This panel includes status 215 and last file 
216. 

In FIG. 17, if the CSR selects the processes panel button 203, a panel 
appears in the window 195, as shown in FIG. 19A. This panel includes boxes for 
1 5 CSR 220 and customer 22 1 , and buttons for refresh 222 and terminate 223. With 
this panel, the CSR obtains a list of processes that are running on both the CSR 
and the user side systems. The CSR can select a refresh function 222 to update the 
process lists. Additionally, the CSR can selectively terminate a process by 
clicking on the process (server) and then selecting the terminate button 223. In an 
20 embodiment of the present invention, some default servers can be displayed but 
cannot be terminated, such as SessionServer, VideoServer, AudioServer, 
DataChannelServer, FileTransferServer, TWConsole, TWGreeter, and 
AppLaunchServer. FIG. 19B presents the processes panel with data in the CSR 
box 220 and customer box 221 . 
25 In FIG. 1 7, if the CSR selects the property panel button 204, a panel 

appears in the window 195, as shown in FIG. 20. This panel includes input areas 
for group 225. description 226. server 227, and arguments 228. and buttons for OK 
229 and cancel 230. The panel provides the CSR with information about the 
application group and item. A CSR with administrative privileges can add a new 
30 group and a new item for the group. Items and groups can also be updated or 
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deleted. To operate with administrative procedures, the CSR launches the console 
with the "admin" as a command line option. 

FIG. 2 1 presents the CSR application panel 100. In an embodiment of the 
present invention, folders within the window 106 include video banking system, 
5 which contains folders that include Brazil contents 1 06c, demo applications 106d, 
movies 106e, promotional programs 106f, and tools 106g, and other subfolders. 
The sample Brazil application 1 06c is used as a tool to test the VBS infrastructure 
software. 

The demo application folder 106d includes the following items: 1) 
1 0 Australia rotating logo; 2) bank in the sky; 3) bank mortgage form; 4) global asset 
management movie; 5) home loan (calculate the monthly payment based on the 
what if situation); 6) investment product division contents (slide show); 7) money 
market account opening form; and 8) product information about the bank. 

The movies folder 106e includes the movie server menu, which is launched 
15 to play a given movie file. A pop-up window for playing a movie is shown in 
FIG. 22, which includes a box for information 225, and buttons for play movie 
226, stop movie 227, exit 228, and . ." 229. To select to show a movie, the CSR 
browses using the ". . ." button 229 to select a movie file. The selected movie is 
then played by selecting the play movie button 226. Movie files can be transferred 
20 to user stations by the CSR for playing by users. 

The promotional programs folder 106f contains promotional programs. 
The tools folder 106g contains the following clipboard related functions: 
1) capture user screen; 2) clipboard menu; 3) scan local; and 4) scan remote. After 
the capture user screen is launched, the clipboard application runs on both the user 
25 station and the CSR station; then the user station's screen is captured and 
displayed on the side. 

The clipboard menu allows the CSR to launch the clipboard server 
application to select the CSR's preferred clipboard function, as follows: 1) display 
and print text and pictures at the user site; 2) rotate the scanned image (by 
30 increments of 90 degrees); 3) send an image file and display it at the user site; 4) 
capture and view the user workstation screen; 5) scan and view the user's 
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document at the CSR site and user site; 6) scroll the scanned image; and 7) capture 
a video snapshot of the user and display it on the CSR's screen. 

FIG. 23 presents a sample screen 240 of the Clipboard application with its 
command buttons. The elements of the sample screen 24 include a viewing area 
5 24 1 , a menu of CSR functions 242, a menu of user station functions 243, and an 
exit button 244. The CSR functions 242 include scan 242a, open 242b, paste 
242c, save 242d, print 242e, clear 242f, rotate 242g, and send to customer 242h. 
The user station functions 243 include snap shot 243a, print 243b, capture screen 
243c, and scan document 243d. 
1 o The clipboard functions are accessible via the command buttons of the CSR 

and Customer groups. The CSR clipboard functions include the following. Scan- 
- this button is only enabled if the CSR is configured with a scanner; it enables the 
CSR to scan a document locally. Open ~ enables the user to view a file in the user 
window. Paste - enables the CSR to paste the content of his current Windows 
1 5 clipboard buffer to the user window. Save - saves CSR's window content to a file 
on CSR station. Print -- Prints the client window content. Clear -r clears the user 
window content. Rotate - enables the user to rotate an image in the user window 
by 90 degrees clockwise. Send To Customer - this function transfers the content 
of the CSR window to the user's PC for display in the user station window. 
20 The user command buttons include the following. Snap Shot -- takes a 

video snapshot of the user and this image is displayed at both the user and CSR 
sites. Print -- prints the content of the user's window at the user site. Capture 
Screen - a snapshot of the user's window is displayed at both the CSR and user 
sites (note that in an embodiment of the present invention, the CSR video screen, 
25 which is located on the top right corner of the user's window, is displayed as an 
empty pink rectangle box without the CSR's image; similarly, if the customer's 
PIP window is on the user's window, it is also shown as a pink box). Scan 
Document -- this button is only enabled if the user is configured with a scanner; it 
enables the CSR to scan a user document and transfer it to the CSR site for display 
30 at both sites. 
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When finished, the user clicks on the Exit button to terminate the clipboard 
application. After the Local Scan is launched, the clipboard application is running 
on both the user station and the CSR station. After the Remote Scan is launched, 
the clipboard application is running on both the user station and the CSR station, 
5 and then the remote scanner is activated for scanning on the user station. 

The Management Information System (MIS) data is designed to assist the 
business in analyzing and evaluating how effective the VBS system is in 
promoting sales. In order to provide such information, MIS data capturing is 
incorporated into Video Banking infrastructure software and its associated 
1 0 applications. A Visual Basic class module facilitates MIS data capture by the 
applications. AU the VBS MIS data captured are logged in a database file. An 
MIS Report generator program generates various types of MIS reports based on 
data captured by the VBS applications and infrastructure. 

The CSR double clicks the icon of the MIS Report generator to start the 
1 5 MIS report generator program. The window displayed in FIG. 24 then appears. 
The following functions are available within the window 250 shown in FIG. 24: 
1 ) Select Report 241 the user can select different types of MIS reports; 
three pre-defined reports are provided; these include Session, CSR wise, and 
Product wise. Session provides information about video banking sessions, such as 
20 CSR's-name, session start time, and total session time (counting from the instance 
the "Ready" is clicked till the "Hangup" is clicked). CSR Wise is Grouped by 
CSR. Product Wise is Grouped by Products. A Custom option lets the user 
specify a non-default report file name, which includes, for example, any new MIS 
report developed using the MIS Report program. 
25 2) Print Option 252 -- by default, the preview option is selected, and 

the report is shown on the screen. However, if required, the report is printed or 

saved as a text file. 

3 ) Printer Setup 253 - a standard printer setup dialog box appears in 

the report program. 
30 4) Range selection 254 - provides range selection. 
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5) Print 255 - the user clicks on the Print button to print the report 
according to the selection in the "Print Option". 

6) Exit 256 - the user clicks on the "Exit" button to exit the VBS 
Report Generator program. 

5 FIG. 25 presents a sample VBS MIS report relating to a session printed 

using the MIS report program shown in FIG. 24. FIG. 26 presents a sample VBS 
MIS report regarding "to CSR." FIG. 27 presents a sample VBS MIS report 
regarding "to product." 

The demo applications folder 106d, as shown in FIG. 21, includes options 

1 0 for movies of the Australia rotating logo, bank in the sky, bank mortgage form 
preparation, and global asset management. 

The home loan demo application is shown in FIG. 28. The form is 
presented in a window 260. The user provides, within boxes, personal information 
261, including name, address, phone, social security, and indication of whether the 

1 5 user is a bank customer; employment information 262, including employer, title, 
monthly salary, phone, number of years, and other income; payment information 
263, including house payment, automobile payments, credit card payments, and 
other payments. A box 264 provides home loan information that includes 
purchase price and down payment. The user selects the calculations button 265 to 

20 produce the home loan information 264. 

FIG. 29 presents an example presentation of investment products division 
information. 

FIG. 30 presents a window 270 containing the form for filling out a money 
market account application. The form is launched by the CSR by selecting it from 

25 the application panel. In an embodiment of the present invention, as shown in 
FIG. 30, the form is completed by the CSR as the user is interviewed during a 
session. The window 270 includes buttons at the top for save form 27 K customer 
number 272, with a pulldown list of customer numbers, CSR print 273, and' 
customer print 274. Boxes are included for customer personal information 275, 

30 including name, address, home phone, business phone and extension, birthdate, 
social security number, and ON; customer business information 276, including 
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current employer, identification/references, employment, position, type of 
business, supervisor, and time at business/full time indication; and account 
information, including a pulldown menu 278 of data. The form filling application 
has the capability to display any business form previously scanned using the from 
5 design application. Using the buttons, the form can be printed at the CSR station 
or the user station and saved for later viewing. 

FIG. 3 1 presents an example slide of product promotional information for a 
banking institution. 

FIG. 32 presents an example screen of the Brazil application 
10 demonstration, which adopts the Global Remote Access Interface Layer (GRAIL) 
look and feel, as described in pending Design Patent Application No. 29/074,594, 
filed August 6, 1997. 

EBS Embodiment 

15 References will now be made in detail to sample GUI screens for the EBS 

embodiment of the present invention, an example of which is illustrated in the 
accompanying drawings. 

The EBS is an alternative sales distribution channel linkable as a satellite to 
a Full Service Branch or implemented as a standalone banking center. The EBS is 

20 a modular, flexible, and in some embodiments, mobile unit. 

An advantage of the EBS is that it is less costly than a brick and mortar 
branch and, consequently, requires less payback time. The EBS is equipable with 
state-of-the-art, Video Banking technology, but is also capable of functioning with 
traditional relationship managers, if the local telecommunication infrastructure 

25 does not allow video conferencing with good quality. It also includes equipment 
and furnishings by off-the-shelf local equipment/merchandise. 

EBS is geared toward one-stop shopping rather than to transactions. An 
advantage of EBS is that it allows staff to function as greeters to direct targeted 
customers to the delivery channel that satisfies their needs and minimizes cost to 

30 the bank. EBS allows staffing with an external sales force team that scrutinizes the 
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marketplace, locates target customers, opens accounts remotely, and serves 
Business and Professional (B&P) customers. 

Other advantages of EBS include the following. EBS allows the branch to 
be more sales than transaction oriented. It creates a cost-effective distribution 
5 solution. The system assists with locating where customers live, work, and shop, 
thereby increasing convenience and lowering price sensitivity. EBS makes the 
one-stop shopping concept a reality, due to its use of Video Banking expertise on 
demand. It improves account opening rates with external sales force leverage and 
creates media and public awareness of the bank as a high-tech bank. 

1 o In addition, EBS assists a bank with easily reconfiguring, consolidating, 

and moving branches in a cost-effective way. The system ensure that the 
customer's needs are met using technology that is least costly to the bank, always 
bearing in mind the customer's sales potential. 

The elements of the EBS vary according to the local business needs and 

1 5 preferences. In general, these basic components are as follows: 

1) Welcome Station. The Welcome Station generally accommodates two 
standing banking institution officers, who profile prospects and customers, 
discerning their needs and potential for the bank; direct them to the appropriate 
delivery channel to satisfy their needs; and educate them in the use of self- 

20 service/remote devices. Inside the station, there is a bank card embosser device, a 
terminal, a printer, a PIN pad, and a telephone. 

2) Information Towers. These information browser and touchscreen 
devices let customers view and print types of information selected by each 
business, such as information about the EBS, products and services in the specific 

25 marketplace, global services, and special local offers and discounts. 

3) Home Banking Kiosks. Home Banking Kiosks, with a PC or PC 
platform for TV, run the bank's home banking program. They are used to promote 
home banking, educate customers on its use, and show them how to install the 
software. 

30 4) Kids PC. Kids PCs attract and entertain the children of customers and 

prospects. 
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5) Two or more Phone Towers. The Phone Towers connect customers to 
the local country Service Center and allow handling of service needs at a lower 
cost than resolution by the staff or Video Banker. The Phone Towers also provide 
self-service experience for the customer. 

5 6) One or two Video Banking Booths. Each video booth accommodates 

two people and is equipped with a scanner and a printer. There is also a smaller 
size video booth that accommodates one person for use, for example, in a 
corporate office lobby. The EBS Officer welcomes the targeted customer to the 
booth and explains how to connect to the remote Video Banker. An embodiment 

10 of the video booth includes bank card issuance capability with a card reader and 
digitized signature pad. 

7) One External Sales Force Area. Located in a back room or a less 
expensive nearby location, this staging area is used by one or more external sales 
officers to outsource new households. The staging area is equipped with a large 

1 5 table, one or two terminals, telephones, a storage room for sales material and 

forms, a bathroom, and a mini-kitchen desktop. 

This area supports the external sales force locally, and also allows for 

future EBS expansion. The area is convertable when lifestage changes occur, as, 

for example, when the space is needed to expand the EBS sales area for an 
20 enlarged customer base. The area also supports B&P relationship managers, who 

require a different approach, and product package-service. 

8) Two Waiting Areas. One waiting area accommodates customers who 
are not screened by the greeter in terms of needs and potential; the other 
accommodates those who are screened and are waiting to use the Video Banking 

25 Booth. 

9) Two or more ATMs (CATs, Mini NCRs, SlimCATs or other vendors). 
The ATMs support all current functions present in the marketplace. For ATMs 
that do not accept deposits, an embodiment includes the addition of deposit drop- 
boxes in the transaction area. In an embodiment of the present invention, the 

30 ATMs are standalone models, such as the SlimCAT prototype, which does not 
require a back room for servicing. 
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10) One Checkbook Dispensing Station configured with a bank/credit card 
reader. The Checkbook Dispensing Station prints a checkbook of 10 to 20 
customized checks as part of the new account opening — after the bank card has 
been inserted and the PIN entered; or as a courtesy for existing customers who run 

5 out of checks. 

1 1) One Travelers Checks/Foreign Exchange Station. The Travelers 
Checks/Foreign Exchange Station allows customers to buy foreign currencies in 
marketplaces where frequent money exchange is needed, like Europe, or in tourist 
locations. 

10 12) One Cashier/Managerial Check Delivery Station. 

13) One Projection Display Panel (PDP). The PDP is used for businesses 
to run content according to their needs. The PDP serves as an attractor in a highly 
visible area of the EBS. 

The interaction of layout and typical user experience with the EBS are as 

15 follows. From the moment the customer walks in the door until they leave, the 
control of customer flow is critical. In most instances, the greeters, who are 
trained bank officers, are responsible for directing customers to the most cost- 
efficient technology that will satisfy their needs. In some marketplaces, due to 
geographic expansion restrictions, the EBS is unstaffed, such as in India. 

20 Embodiments of the EBS help meet the challenges of automated customer 

screening for such situations. Where possible, EBSs are staffed to ensure better 
results when combined with Video Banking. 

To control customer flow in the EBS, the greeter interaction with a user is 
typically as follows. The greeter screens the individual for potential and directs 

25 the user to the appropriate touchpoint according to his or her need. They kindly 
suggest that the user is better served elsewhere (if the individual is determined to 
be nontarget), thereby preventing a video session that is nonproductive for the 
bank. Otherwise, the greeter invites targeted customers to engage in a Video- * 
Banking session. 

30 The greeter issues the customer a bank card and assists with entry of the 

PIN (after the account opening during the Video Banking session), and escorts the 
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customer to the ATM, assists in processing the account opening deposit, and 
explains features of the ATM. They take the user to the Checkbook Dispensing 
Station and assist in printing the first personalized checkbook. The greeter also 
provides the user with a Home Banking demo and a software package to install at 
5 home. 

The greeter also shows the customer how phone banking works, and 
encourage further interaction at the EBS for any future sales needs. 

Although visits to the EBS also satisfy transaction needs, the goal is to 
emphasize sales. The customer can almost always satisfy transaction needs at 
1 0 other remote locations - at home or closer to home. 

References will now be made in detail to an EBS embodiment of the 
present invention, an example of which is illustrated in the accompanying 
drawings. 

FIG. 33 is a flow diagram for the method of an embodiment of the present 
15 invention for the VBS for a prospective customer. In step SI, a prospective 
customer queries for assistance with their needs. In step S2, the prospective 
customer is screened for potential and needs and a determination is made as to 
whether the prospective customer is a target for a ftill relationship, is a nontarget, 
or is a target for single product acquisition. 
20 In step S3, the prospective customer is determined to be a target for a full 

relationship. In step S4, the prospective customer accesses the video banking 
booth for account opening and a full understanding of the bank. In step S5, a bank 
card/credit card is issued. In step S6, the prospective customer makes a first 
deposit and/or obtains a first checkbook. In step S7, other services, such as home 
25 banking are demonstrated and activated for the prospective customer, as a new 
customer. 

In step S8, the prospective customer is determined to be a nontarget. In 
step S9, the prospective customer is directed to another bank or other institution. 

In step S 10, the prospective customer is determined to be a target for a 
30 single product acquisition, and a determination is made as to whether the potential 
customer is a target for low margin products or high margin products. In step SI 1, 
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the potential customer is determined to be a target for low margin products. In 
step SI 2, the potential customer accesses information towers, phone banking 
devices, or mail banking products. In step SI 3, the potential customer is 
determined to be a target for high margin products. In step S 1 4, the potential 
5 customer accesses the video banking booth. 

FIG. 34 presents the flow diagram for an existing customer. In step S20, 
the customer queries regarding services, and a determination is made as to whether 
to access self-service or assisted services. In step S21, the customer accesses self- 
service devices and products. In step S22, the customer selects from the 

1 0 following: 1 ) using an ATM/CAT (deposits, get cash, transfers, inquiries, etc.); 2) 
printing a checkbook; 3) buying travelers checks/obtaining foreign currency; 4) 
accessing a phone banking device; 5) using a home banking demo kiosk; and 6) 
browsing at an information tower. 

In step S23, the customer accesses assisted services, and a determination is 

1 5 made as to whether there is a problem or the customer needs a product or advice. 
In step S24, the customer is determined to have a problem, and the. problem is 
determined to be either minor or major. In step S25, the problem is determined to 
be minor. In step S26, the customer accesses a phone banking device hotline or 
speaks with a service representative. In step S27, the problem is determined to be 

20 major. In step S28, the customer accesses the video banking booth. In step S29, 
the customer is determined to need a product or advice, and the product or advice 
is determined to be high margin or low margin. In step S30, the product or advice 
needed is determined to be high margin, and the customer proceeds to step S28, in 
which the customer accesses the video banking booth. In step S31 , the product or 

25 advice needed is determined to be low margin. In step S32, the customer accesses 
information towers, a phone banking device or mail banking. 

FIG. 35 presents a banking facility layout, including zones and areas, for a 
VBS embodiment of the present invention. These zones and areas include a^back 
office area 200, an external sales force and business and professional (B&P) area 

30 20 1, a sales zone 202, a screening, information, and traffic direction zone 203, an 
initiation, education, and transaction zone 204, and a welcome station 205. 
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The external sales force and B&P area 20 1 handles the local marketplace, 
finds microniches, and outsources new customers. The sales zone 202 handles 
opening of walk-in new accounts, cross-selling of new products, and providing of 
advice. The screening, information, and traffic direction zone 203 includes 
5 greeting screens and information and direction for customers and prospects. In the 
initiation, education, and transaction zone, new customers learn to use self-service 
channels and initiate their relationship (e.g., make their first deposit, pick up their 
first checkbook, demo home banking, receive the home banking package, after 
opening the relationship through the remote video banker). 

10 FIG. 36 presents staging area layout for a VBS embodiment of the present 

invention. The layout includes a welcome area 210 that includes a welcome 
station, information tower, PC home banking demo, and video banking booth. The 
layout also includes two backrooms 21 1 and 212; an initiation, education, and 
transaction area 213 that contains a slim CAT station, a checkbook dispensing 

1 5 station, information towers, PC home banking demo, a foreign exchange station, 
phone banking devices, a CAT/ATM, and a check stand; a sales zone 214, with 
video banking booths, coffee area, and seating area; and a screening, information, 
and traffic direction zone 215, which contains a welcome station, children's PC, 
seating area, information tower, and projection display panel. 

20 FIG. 37 presents staging area layout for another VBS embodiment of the 

present invention. The layout includes an external sales force staging area 220 
with restroom mini kitchen, PC area, and one way mirror door; a sales zone 221, 
with video banking booths and home banking area; a secured room 222; an 
initiation, education, and transaction area 223 that contains a checkbook 

25 dispensing station, an information tower, phone banking devices, CATs/ADA 

CATs/ATMs, and a check stand; and a screening, information, and traffic direction 
zone 224, which contains a welcome station, children's PC, home banking demo, 
seating area, information tower, and projection display panel. 

FIG. 38 presents staging area layout for another VBS embodiment of the 

30 present invention. The layout includes a back room 230 with embosser and 

printer; a secured room 23 1 housing CATs/ADA CATs/ATMs; and a combined 
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area 232 containing a video banking booth, a checkbook dispensing station, an 
information tower, a phone banking device, a welcome station, children's PC, 
home banking demo, seating area, and a small projection display panel. 

FIG. 39 presents staging area layout for another VBS embodiment of the 
5 present invention. The layout includes a back room 235 with embosser and 
printer; a secured room 236 housing a CAT/ATM, and a checkbook dispensing 
station; and a combined area 237 containing a video banking booth, PC home 
banking demo, an information tower, and a welcome station. 

FIGS. 40A and 40B present two views of a mobile free-standing layout for 
10 another VBS embodiment of the present invention. FIG. 40A shows a side 
perspective of the embodiment. FIG. 40B shows the staging area layout for the 
embodiment. The layout includes a mobile welcome station 240, also shown in 
closeup in FIG. 40C; a video banking booth 241; storage area 242; marketing or 
phone banking device 243; CAT/ATM 244, phone banking device 245, small 
1 5 information display 246; checkbook dispensing machine 247 and marketing 
materials, brochures, etc., areas 248 and 249. 

FIGS. 41 A and 41B present two views of a mobile free-standing layout for 
another VBS embodiment of the present invention. FIG. 41 A shows an overhead 
perspective of the embodiment. FIG. 41 B shows a side perspective of the 
20 embodiment. As shown in FIG. 4 1 A, the layout includes a welcome station 250; a 
video banking booth 25 1 ; storage area 252; phone banking device 253; CAT/ATM 
254; projection display panel 255; home banking demo unit 256; and secured back 
office area 257. 
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WHAT IS CLAIMED IS : 

1 1 . A method for a user to obtain remotely provided banking services, 

2 comprising the steps of: 

3 the user accessing a first terminal having a screen; 

4 the user initiating communication with a first service representative at a 

5 second terminal; 

6 the first terminal automatically prompting the user to select one from a 

7 group of performable banking functions; 

g the user selecting a banking function from the group of performable 

9 banking functions; 

1 0 the first terminal automatically prompting the user for additional 

1 1 information relating to the selected banking function; 

1 2 the first terminal transmitting information relating to the selected banking 

1 3 function to the second terminal; 

14 processing the selected banking function; and 

1 5 the first service representative assuring completion of the processed 

1 6 banking function. 

1 2. The method of claim 1 further comprising the step of the first 

2 banking representative transferring the user to second banking representative. 

1 3. The method of claim 1 further comprising the step of the first 

2 Banking representative conferencing the user and a second banking representative. 

1 4. The method of claim 1 further including the step of the service 

2 representative prompting the user for additional information relating to the 

3 selected banking function. 



1 

2 



5. The method of claim 1 further including the step of the user 
providing verbal information to the service representative. 
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1 6. The method of claim 1 further including the step of the banking 

2 representative viewing at the second terminal the screen of the first terminal. 

1 7. The method of claim 6 wherein said step of viewing includes the 

2 step of viewing at the second terminal the screen of the first terminal picture in 

3 picture. 

1 8, The method of claim 1 further including the step of said 

2 representative inputting additional information to the second terminal. 

1 9. The method of claim 1 wherein the user is a customer. 

1 10. The method of claim 1 wherein the inputting step includes providing 

2 data using a keypad. 

1 11. The method of claim 1 0 wherein the keypad is a keyboard. 

1 12. The method of claim 1 wherein the inputting step includes the step 

2 of providing data using a touch screen. 

1 13. The method of claim 1 wherein the inputting step includes the step 

2 of providing a signature into an electronic signature capture device. 

1 14. The method of claim 1 wherein the inputting step includes the step 

2 of providing document information into a document camera. 

1 15. The method of claim 1 further comprising the step of the user 

2 providing a deposit. 

1 1 6. The method of claim 1 wherein the step of selecting one from the 

2 group of performable banking functions includes the step of opening a new 

3 account. 
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1 1 7. The method of claim I further comprising the step of issuing a bank 

2 card. 

1 1 8. The method of claim 1 further comprising the step of issuing a 

2 credit card. 

1 19. The method of claim 1 further comprising the step of printing 

2 checks for the user. 

1 20. The method of claim 1 further comprising the step of obtaining an 

2 image of the user. 

1 21. The method of claim 20 wherein said step of obtaining an image of 

2 the user further includes the step of videotaping the user. 

1 22. The method of claim 20 wherein said step of obtaining an image of 

2 the user further includes the step of obtaining a digital image of the user. 

1 23. The method of claim 1 wherein the step of selecting one from the 

2 group of performable banking functions includes the step of providing information 

3 on products. 

1 24. The method of claim 23 wherein the step of providing information 

2 includes the step of selecting a video for viewing. 

1 25. The method of claim 1 wherein the step of selecting one from the 

2 group of performable banking functions includes the steps of: 

3 displaying a form for the selected banking function; and 

4 inputting to the form data for the selected banking function. 
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1 26. The method of claim 25 wherein the step of completing the form 

2 includes the step of the first terminal replicating the form display and input 

3 information as it is displayed on the second terminal. 

1 27. The method of claim 26 wherein the step of completing the form 

2 includes the step of the second terminal controlling the form display and input 

3 information as it is displayed on both the first terminal and the second terminal. 

1 28 . The method of claim 25 further including the steps of: 

2 the second terminal accessing information from a third terminal; and 

3 the second terminal projecting the accessed information on both the first 

4 terminal and the second terminal. 

1 29. The method of claim 25 further comprising the step of providing 

2 simulate results for inputted data. 

1 30. The method of claim 1 wherein the first terminal comprises a 

2 personal computer. 

1 31. The method of claim 1 wherein the first terminal comprises a touch 

2 screen. 

1 32. The method of claim 1 wherein said step of initiating a video 

2 communication further includes the step of using a two-way video 

3 teleconferencing unit. 

1 33. The method of claim 32 wherein the two-way video 

2 teleconferencing unit comprises a personal computer. 

1 34. The method of claim 33 wherein the personal computer comprises 

2 an audio/video compression/decompression card. 
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1 35. The method of claim 1 wherein the step of initiating communication 

2 includes the step of using an audio communication device. 

1 36. The method of claim 35 wherein the step of using the audio 

2 communication device further includes the step of using a two-way video 

3 teleconferencing unit. 

1 37. The method of claim 1 wherein the step of transmitting includes the 

2 step of accessing a network. 

1 38. The method of claim 37 wherein the network comprises an 

2 integrated services di gital network. 

1 39. The method of claim 37 wherein the network comprises the Internet. 

1 40. A method for providing a potential customer with banking services, 

2 comprising the steps of: 

3 screening the potential customer for potential and needs; 

4 determining whether the customer is a target for a product; 

5 accessing a video banking booth, wherein the potential customer performs 

6 banking functions via communication with a remotely located service 

7 representative. 



1 41. The method of claim 40 further comprising the step of targeting the 

2 customer for a full relationship with a banking institution. 

1 42. The method of claim 40 further comprising the steps of: 

2 the user providing a deposit; and 

3 issuing a checkbook to the user. 

1 43. The method of claim 40 further comprising the step of providing 

2 information to the user. 
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1 44. The method of claim 43 wherein the information includes home 

2 banking information. 

1 45. The method of claim 40 further comprising the step of activating 

2 home banking for the user. 

1 46. A banking service unit comprising: 

2 a walled facility within a larger environment that is accessible by a user; 

3 a welcome station located within the walled facility; 

4 an automatic teller machine within the walled facility and remote from the 

5 welcome station; and 

6 a remote service area for obtaining banking service from an external service 



7 area to the walled facility, wherein the remote service area is within the walled 

8 facility and remote from the welcome station and the automatic teller machine; and 

9 wherein the remote service area provides banking service 24 hours a day, seven 

10 days a week, so long as the larger environment outside the walled facility 

1 1 accessible by the user. 



1 47. The banking service unit of claim 46 further comprising an 

2 information presentation unit within the walled facility and remote from the 

3 welcome station, the remote service area, and the automatic teller machine. 

1 48. The banking service unit of claim 47 wherein the information 

2 presentation unit includes a video display. 

1 49. The banking service unit of claim 46 further comprising a back 

2 office area that is inaccessible to customers. 

1 50. The banking service unit of claim 46 wherein the remote service 

2 area comprises a terminal. 
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1 51. The banking service unit of claim 50 wherein the terminal is 

2 connected to a processing unit at the external service area. 

1 52. The banking service unit of claim 46 wherein said automated 

2 service area comprises a two-way video teleconferencing unit. 



SUBSTITUTE SHEET (RULE 26) 



WO 99/08215 



PCT/US98/15802 



1/43 



FIG. 1 



CAMERA & MICROPHONE WITH TELEPROMPTER OPTION 

12 




2ND 
MONITOR 
OPTION 



TOUCHSCREEN MONITOR 
SPEAKER _j^r— 29 

30 UP TO 



LASER DEVICE 2-WAY VIDEO PC 
PRINTER SERVER 



SCANNER 
USER STATION 



2 MICROPHONES 
& 3 CAMERAS 
WITH 1 MIXER 
CHANNEL FOR 
AUDIO BRIDGING 



SUBSTITUTE SHEET (RULE 26) 



WO 99/08215 



PCT/US98/15802 




SUBSTITUTE SHEET (RULE 26) 



WO 99/08215 



PCT/US98/15802 



3/43 



FIG. 2 



69 
51- 
60- 



^Two Way Video • 


Configuration data editor 




i — ■ 


-File j 


j 


h 




-[general : Audio- Video settings Application settings Servers 



Workstation Identifier: 

63 ^H-® Customer station 
O CSR station 



64- 



66- 



68- 



0002 



Codec Type 
Call size: 




[-Customer station phone numbers — | 
First: 



Second: 



1308 



1308 



-CSR station phone number- 
First: 



Second 



1340 



1340 



(-Optional Devices 

[7] Printer Resolution: 

12] Scanner Resolution: 



300 



100 



[-Screen settings 
Top: 



Left: 



■300 



Width: 
Height: 



12015 



9700 



r Data cleanup interval- 



Period in days: |5 | | Never 



-61 



•65 



•67 



SUBSTITUTE SHEET (RULE 26) 



WO 99/08215 



PCT/US98/15802 



4/43 



FIG. 3 



52 



69 
51- 

70- 
70a- 

70b < 



71 



72 < 



j^Two Way Video • Configuration data editor 



-file 



53 ,54 



General Audio-Video settings Application settings Servers 



Linelevel Input] 



-Audio 

Input device: 

Output device: 
Microphone Volume: ■====0=====' 

i i i i i i i i i i i 

Speaker Volume ■ 0 ■ 

■ i i i i i r i i i i i 



r 



50 



Speaker 



0 Automatic gain 
0 Echo cancel 
□ Audio Mute 



i-Video- 



Input device: 
Output device: 



Camera 



Single screen overlay 




[-Video window image 
File: 



C:\VOFFICBLogo.BMP 



SUBSTITUTE SHEET (RULE 26) 



WO 99/08215 



PCT/US98/15802 



5/43 



FIG. 4 



52 



■ 53 ,54 



r 



50 



P Two Way Video -[Configuration data editor 



69- 
51- 

75- 
76- 

77- 
78- 



79 



80 



-File 



General| Audio-Video settings [ Application settings] Servers 



Main heading for application forms: | Citibank Video Banking System 

Default CSR name: 
rlmages — — 



CSR's Name 



Background: |C:\VOFFICE\Media\Backround.bmp 
Greeter: lC:\VOFFICBMedia\Backround.bmp 



Promotional movie to greeter 
First movie: 



C:\VOFFICE\Media\GreeterMovie.avi 



Second movie: C:\VOFFICE\Media\GreeterMovie2.avi 



Directories- 
Forms: 

Media: 

Work: 



c:\VOffice\Forms 



c:\VOffice\Media 



c:\VOffice\TEMP 



•Snapshot program 
Path: 



C:\VOFFICE\snap32.exe 



□ 
□ 



□ 
□ 



g 



SUBSTITUTE SHEET (RULE 26) 



WO 99/08215 



PCT/US98/15802 



6/43 



FIG. 5 



52 



53 ,54 



69 
51- 



P Two Way Video - Configuration data editor 


h 


| m 


-Be / , 






- General Audio-Video settings Application settings [Servers; 



85- 



87- 



Server name 
terazil Server; 



ClipboardServer 
Demo-CM1 1003 Form 
Demp-Home Loan 
Demo-IPD Lab Test 
Demo-Product Info 
FormRuntimeServer 
LogServer 
MovieServer 
RemoteCommand 



New server information- 
Server name: 

Server class: 



Server class 

twBrasil. Application 

TWCIipboard.Application 

CMi1003.Application 

TWHomeLoan.Application 

twIPDPi.Appiication 

TWProdlnfo.Appiication 

TWFormFill.Application 

TWLog.Appiication 

TWMovieServer.Application 

TWRemoteCommand.Appiication 



Add 



Delete 



-88 
*89 



SUBSTITUTE SHEET (RULE 26) 



PCT/US98/1S802 



7/43 

F/G. 6 

102 ,103 ,104 



r 



100 



H Console 



File Edit View Launch! Help 



-H»] Video Banking System 



105 
106a 



Status: 
CSR Name: 



Disconnected 



CSR's name 



Dial 



Hangup 



•110 



rCSR 

EI Visible □ Pip DMute 

Microphone Speaker 

n= 

i i t i i i i i r i i 



-Customer — 
(x] Visible 

Microphone 



\ i i i i i i i i i 



□ Mute 
Speaker 

i i i i i i i i I i i 



SUBSTITUTE SHEET (RULE 26) 



WO 99/08215 



PCT/US98/15802 



8/43 



FIG. 7 



102.103 .104 .105 



r 



100 



101' 
106b 

106- 



□ Console 



Fi le Edit View Launch! Help 

@ [Video Banking System} — ^^ZI 

Q Brazil Contents 
\-C2 Demo Applications 
' Movies 

-D Promotional Programs 
-D Tools 





106a 
106c 
106d 
106e 



SUBSTITUTE SHEET (RULE 26) 



WO 99/08215 



PCT/US98/15802 



9/43 

FIG. 8 



101 



106 



107 
108 

109- 



111 



112 



102.103 ,104 ^105 



HConsoje 



•File Edit View Launch! Help 



&-[5l [Video Banking System] 
■D Brazil Contents 
!--□ Demo Applications 
D Movies 

□ Promotional Programs 
D Tools 



Status: 
CSR Name: 



Ready at 382 K 



CSR's name 



r 



100 



Dial 


Hangup 


Ready 



rCSR- 



Sryisibje": □ Pip DMute 

Microphone Speaker 
= D= — = — — fl= 

i ■ » i i i t i i i i i i i i i i i t r i i 



-Customer — 
□ Visible 

Microphone 



□ Mute 
Speaker 



110 
^115 



SUBSTITUTE SHEET (RULE 26) 



WO 99/08215 



PCT/US98/15802 



10/43 

FIG. 9 



101 



106 



107- 
108 - 

109 



r 102.103 .104 ,105 



111 



112a 
112 



PjConsoJe 



file Edit View Launch! Help 



Video Banking Systemj 



j-O Brazil Contents 
I- Demo Applications 
' -D Movies 

-D Promotional Programs 
Tools 



Status: 



Ready at 382 K 



CSR Name:|cSR'sname 



Dial 



Hangup 



rCSR 

IEI Visible □ Pip DMute 

Microphone Speaker 



-Customer 

-Hx] Visible DMute 

Microphone Speaker 
• 1 1 1 1 1 1 1 1 1 9 § 1 1 1 1 1 1 1 f^T^ 



110 



SUBSTITUTE SHEET (RULE 26) 



WO 99/08215 



PCT/US98/15802 



11/43 



FIG. 10 



102.103 



101- 
120 
121 
122 

123- 
124- 
125- 

126- 
127- 
128- 

129- 
130- 



Edit View Launch! Help 




-Transfer File 

-Execute Remote Command 
-Reboot Customer Station 



-Customer Screen Enabled 
-Center Picture 
-Corner Picture 



-Release File Transfer Lock 
-Share Application 
-Reset Data Bandwidth 



Lock Screen 
Exit 



136 
137 
138- 



Transfer File 



Transfer: 
File Type 



FIG. 11 



Media 



Dest Directory c:\VOffice\TEMP 



Send File 



135 



Done 



139 



140 



SUBSTITUTE SHEET (RULE 26) 



WO 99/08215 



PCT/US98/15802 



12/43 




SUBSTITUTE SHEET (RULE 26) 



WO 99/082 1 5 PCT/US98/1 5802 



13/43 



FIG. 13 



101 



155 
156 
157 

158 
159 
160 



102^103 



3 Console ) ) 



L 



104 ^105 



100 



-File 



;Edit; View Launch! Help 



B-|® 



Add Item 
Update Item 
Delete Item 



Add Group 
Ugdate Group 
Delete Group 



ns 



SUBSTITUTE SHEET (RULE 26) 



WO 99/08215 



PCI7US98/15802 



14/43 

FIG. 14 



101 



106 




105^100 



File Edit gView^ Launch! Help 



-D 
-D 

-a 



Refresh Tree View 
Refresh Call Detail 



Control Panel 
Control Panel [Advanced] 

Hide Control Panel 

Show Errors 




-167 



-168 



-169 



-170 



176 



FIG. 15 



Messages 



Clear List Hide 



177 



Max Messages 



175 




SUBSTITUTE SHEET (RULE 26) 



WO 99/08215 



PCT/US98/15802 



15/43 



FIG. 16 



101 



L 



102.103 .104 



[Consoje 



File Edit Yiew Launch! 



&jg [Video Banking System; 

Brazil Contents 
Demo Applications 
Movies 



Promotional Programs 
Tools 




I 



tlelpj 



About 



SUBSTITUTE SHEET (RULE 26) 



WO 99/08215 



PCT/US98/15802 



16/43 



FIG. 17 

200.201 .202 



203 ^204 



205 
206 



207 



208 



209 



Cust 



!CSR| 

i .J 

Status: 
Phone No: 

rVideo — 



Transfer 



Procs 



Property 



Ready at 382 K 



1340 



Camera 



]3 ^Visible 



CIF [g| 198K DPip 



rAudio- 



(ElEcho 



Linelevel input g SAutoQajn 

G.722 M2 [g| 56K DMute 

Microphone Speaker 
— rj = =n= 

i i i i i i i i i i i i i i i i i i i T i i 



rDate- 



HSD 128K ^ 128K 



SUBSTITUTE SHEET (RULE 26) 



PCT/US98/15802 



17/43 



FIG. 18 

200/201 /202 ^203 ^204 



: CSR i Cust 



Transfer 



Procs 



Property 



-Status: 
Phone No: 



2250 at 382 K 



1308 



-Video- 



Camera 



J2J E Visible 



CIF 



0198K DPip 



rAudio 



Lineievel Input g SSSaah 



G.722 M2 @| 56K DMute 
Microphone Speaker 



=0= 



i i i i i i i i i i i 



n- 

i i i i i i i i T i i 



rDate- 



HSD 128K ^ 129K 



SUBSTITUTE SHEET (RULE 26) 



WO 99/08215 



PCI7US98/15802 



18/43 



FIG. 18A 

200 ^ 201 ^202 ^203 ^204 



215 
216 



CSR 



Cust 



Transfer: Procs 



Property 



Status: 
Last File: 



NotReady 



195 



SUBSTITUTE SHEET (RULE 26) 



WO 99/08215 



PCT/US98/15802 



19/43 



FIG. 19A 

200.201 .202 .203 .204 



220 



221 



CSR 



Cust 



Transfer 



CSR 



Customer 



Refresh 



222 



iProcsj Property 



Terminate 



223 



7 



SUBSTITUTE SHEET (RULE 26) 



WO 99/08215 PCT/US98/15802 

20/43 



FIG. 19B 



220- 



221 



^200^201 .202 



203 .204 



CSR 



Cust Transfer 



Procs 



Property 



CSR 



SessionServer TWNETMEETING 1.1.0 
VideoServer TWNETMEETING 1.1.0 
AudioServer TWNETMEETING 1.1.0 
DataChannelServer TWNETMEETING 1 
FileTransferServer TWNETMEETING 1 
TWCONSOLE TWCONSOLE 1 .1 .0 
LogServerTWLOG 1.1.0 



Customer 



SessionServer TWNETMEETING 1.1.0 
VideoServer TWNETMEETING 1.1.0 
AudioServer TWNETMEETING 1.1.0 
DataChannelServer TWNETMEETING 1 
FileTransferServer TWNETMEETING 1 
AppLauncherServer TWNETMEETING 
TWGREETER TWGREETER 1.1.0 
LogServerTWLOG 1.1.0 



! Refresh 



Terminate 



222 



7 



223 



195 



SUBSTITUTE SHEET (RULE 26) 



WO 99/08215 



PCT/US98/15802 



21/43 



FIG. 20 



200/201 /202 ,203 .204 



225 
226 

227 
228 



CSR 



Cust 



Transfer 



Procs 



.'Property 



Group: 
Description: 

Server: 
Arguments: 



195 



OK 



ut I'-'ui 



229 



230 



SUBSTITUTE SHEET (RULE 26) 



WO 99/08215 



PCT/US98/15802 



22/43 



FIG. 21 



101 



102 103 104 105 



106- 



Video Banking System 

p-O Brazil Contents 
: Brazil Server 



ft-n pemo Applications- 
Movies - 



: Movie Server Menu 
[-d Promotional Programs 
Tools — ^ 



100 



HCor(sole 




i 




-File Edit View Launch! Help 




-H Capture Customer screen 
-[! Clipboard Menu 
-d Local Scan 
-i) Remote Scan 



106d 
106e 

106f 
106g 



SUBSTITUTE SHEET (RULE 26) 



WO 99/08215 



23/43 



PCT/US98/15802 



CM 



in 

cm 

CM 



O 

O 
DC 
CO 



cd 

*> 
o 



CIS 



a> 

*> 
o 

ex 
o 

CO 



77? 

CD N CO 
CM CM CM 
CM CVJ CM 



SUBSTITUTE SHEET (RULE 26) 



WO 99/08215 



PCTVUS98/15802 



24/43 




CO -O CD 

CVJ C\J CM CVJ 

^ ^- 

CM CM CVJ CM 



SUBSTITUTE SHEET (RULE 261 



WO 99/08215 



PCT7US98/15802 



25/43 



CO LO 

in jo 

CM CM 



CM 



O 
LO 
CM 



0 



E 

03 

o: 
o 

cL 

tr 
o 

Q_ 
<D 
DC 

CO 



c 

CO 

o 

CD 

-g 
> 

£7 



cd 



o 

CL 
0) 

DC 



a. 



CD 

co 



DC 
CO 
O 



o c 

Ql o 
CD •— 

nr w 

8 co 

CO w 



x 

LU 



E 

o 
•♦— • 

CO 

o 



© O 



CD 
CO 



T3 
O 



o 



CL 

1mm 

a: 

Q 

Q 
Eo 
i- 
a:: 
O 
a.. 
ijj 
n; 

65 



UJ 

o 
UZ 

o 
o 



CD 

en 
c: 

DC 
0,0 

CD O 
C3 L™ 
Q 0 



E 
o 



o 



CM 




CL 

E 
o 
O 

CD 



SUBSTITUTE SHEET (RULE 26) 



WO 99/08215 



PCT/US98/15802 



26/43 



CM 

EC 



DC 

o 

Q- 
UJ 
DC 

o 

CO 
CO 
LU 
CO 

CD 



< 
DO 

O 
LU 
Q 

> 



o 

CO 
CO 
LU 
CO 

• 

LU 

DC 

H- 

O 
ID 
DC 
h- 
CO 
< 
DC 



CD 

E 
cd 



CD 

E 
o 

to 

=3 

o 



o 

*-*— • 
cd 



CD 

■a 
o 
O 



CD 

E 

cd 
CO 



CD 

E 

00 



T3 
P 



CD 

E 
ca 

DC 
CO 
O 



CM LO CD O CD CO 
N lf)\MO 
i- CM 



O O O O O O 



o 


o 


O 


o 


o 


O 


o 


o 


o 


o 


o 


O 








o 


LO 


CD 








o 




CM 




cvi 


CM 


66 


CM 




O CM 


CM 


CO 


^ CM 


cd 


CD 


CD 


CD 


CD 




o 


o 


O 


o 


O 




CD 


CD 


CD 


CD 


CD 


CD 


o 


o 


O 


O 


O 


O 














o 


o 


o 


o 


o 


o 










I s - 




CD 


CD 


CD 


CD 


CD 


CD 


CD 


CD 


CD 


CD 


CD 


CD 















CD 



O 



3 



CO 

II 



CD C 

ii 



CO 



o 
O 



DC 
CO 
O 



CO 

II 

Id 
-♦— « 

o 



co in co o 

CO O CO CM 
CO t— CM 



O O O O 



O O 

o o 



o o 
o o 



CM CM 

&3 

CO o 
i- CM 
CO OO 

o o 
R: F^ 
o o o o 

CD CD CD CD 
CD CD CD CD 



CO LO 
LO CM 

LO CM 
CO LO 

OO CO 
O O 



CD 



o 



II 



cd 

cz 
o 

E 

CO 



o 
O 



II 

iS 
o 



SUBSTITUTE SHEET (RULE 26) 



WO 99/08215 



PCT/US98/15802 



27/43 



X 

s 
□ 



DC 
O 
Q- 
LU 
DC 



CO 
CO 
LU 
CO 

CD 



< 
CD 



Q 
> 



m 
o 

5 
o 

CD 



.2 

Is 

CO 



CD 

E 
o 

to 

3 

O 



c: 
.2 

2 
o 



CD 

o 
O 



CD 

E 
i— 

t=r 
iS 

CO 



o 

CD 

E 

CO 

OC 
CO 

o 



CO 



T- 0> 

CO i- CO 



CVJ CO CVJ 



co co 



o o o o o 



o 


o o 


o 


o 


o 


o o 


o 


o 


CO 


o 


o 




CVJ 


co 








co co 






^- ^ to 




to 


o o o 














CO 


CO CO 


CVJ 


CO 


o 


CD CD 




Q 


CO 


CO CO 


CO 


CO 


o 


o o 


o 




So 


CO CO 


CO 


I 


CD 


CD CD 


CD 


CD 


cd 


CD CD 


o> 


CD 











o o o 



o o o 
o o o 

CO N N 

T- 

o ^ ^ 



CO CM CVJ 

O T- 

CO CO CO 

o o o 

CO CO CO 

CD CD CD 

CD CD CD 



o o o 



o 


o 


o 


p 


o 


o 




CVJ 




o 






o 




o 


o 


CO 




00 


o 


o 








CVJ 


CO 


CO 


o 


o 


o 


CO 


CO 


CO 






o 


I 


I 


CO 




CD 


CD 


CD 


CD 


CD 






1— 



o p o o o 

LL EU_LLIL 
. ^ o _ ^ ^ 

« o < o < < < § 



2>< 
CO 

CD 



o 
O 



2: ^ ^ co 

| 3bb § 



c cr 

=3 =3 

o o o 

o u o 

o o o 

co to 

m It=: '-^ 
O O O O 
< 



CO 
CM 



EC 



SUBSTITUTE SHEET (RULE 26) 



WO 99/08215 



PCTAJS98/1S802 



28/43 



0 
□ 



cc 
o 

Q_ 
LU 

DC 



UJ 
CO 



CO 
CO 
LU 
CO 

CD 



< 
CO 

O 
UJ 

o 



o 

ID 
Q 
O 
DC 
D_ 



CD 

E 



E 
o 

en 
=3 

o 



.9 
Q 



CD 

O 
O 



CD 

E 
F 

JS 

CO 



CD 

E 

CO 



-o 
o 



CD 

E 
cc 



O 
O 

o 



o 
zs 
-a 
o 



< 
DC 

O 

CO 



in w N 

IT) C\J N 



O O O 



s 



o 
o 



C\J CO Tj* 

<x> co 
^- ^ m 

o o o 



CO CO 

o o 

CO CO CO 

ooo 

CO 00 CO 
CD CD CD 

CD cd cd 



CO 

it 



as co 

"OTJ (D 
C C r *i 
CO CO g ^ 

n n co Z3 
Z o 

cz c DC co 
CO ^ CO -g 
2SOh 



LU 

O 

z: 
< 

DC 
CO 



o 



cDcvjcocoinco^cvico 

C\l C\J ■» CO N N N CO 



ooooooooo 



o o o 
o o o 
odd 
ooo 

ooo 
ooo 

ooo 
ooo 

CD CO CD 

ooo 

CO CO CO 

ooo 
r — 

CD CD CD 
CD CD CJ5 



o o 
o o 

o" o 
o o 

o o 
o o 

o o 
o o 

co cn 
o o 

CO CO 

o o 

CD CD 
CD CD 



o 

CD 

O T- 

33 

CD CO 
O O 
CD CD 
O O 

CD CD 



O o 
o o 

CO o 



CM 
CM 

0 t— 

01 CD 

o o 
o o 

CD CD 
CD CD 



>* CO >> >*» 

§ S S 5 E E E 



CO 



CO CO CO 
Q.CLCL 



CD 

E 

co co co co 

- = _ - ^zzzz 

-C- cd -C -d _c ^.^ 

52 Q> £2 £2 S2 - - - 

"c F "d 'c; "c DC DC DC DC 

<5 ^i2i3i5COCOCOCO 

Sco^s^oooo 



CO 

tl 

o 

o 

a 



DC 
CO 

o 



K. 
CM 



CD 



SUBSTITUTE SHEET (RULE 26) 



WO 99/08215 



PCT/US98/15802 



29/43 



O 
CD 




a: 
o 
o 

o 



< 
o 
—j 

Q_ 
Q_ 
< 

< 

O 
_J 

LU 



^ 1= 



□ 



CD 

E 
o 

"So 

o 



2 

CO 
CD 
>- 



CD 



CD E 

-O o 

S E ° 

£ I - 

^- a5 



o 
.o 

O 



<co 
. - CO 

DQ CD CD 

ESS 



CD 

cz 
o 



r3 
o 

CD 
CO 



co 
"o 
o 

Q. CO 



i2 
CD 

E 

CO 

a. 



CO 

o 

CD 



CD 

E 

CO 

Q. 

a5 



O O 



CD 

E 

CO 



CD 
O 



JO 
CO 
GO 



2? 

CM 



CO 
CM 



7 

CM 
CO 
CM 



CZ 
CD 

E 

>* 

CO 

a. 

CD 
CO 
=3 
O 

m 



CO 

cz 

CD 
E 

>, 

CO 
CL 

4= 

Lo 
o 

E 

o 
» 

< 



7 

CO 
CO 
CM 



CO 

cz 
g 

Z3 
O 

CO 

O 



o 
o 



o 
o 



CD 
O 



CD 
CO 
CO 



CD 

E 

CO 

CL 



Z3 O 
CL Q 



7 

CO 
CM 



SUBSTITUTE SHEET (RULE 26) 



WO 99/08215 



30 / 43 



PCT/US98/15802 



CITICORP INVES TMENT S FRVtCES 
A CiJIUANK COMPANY 



. . Citicorp Investment Services 

. t .vwfcr* tut w mm Kemwum* aa im^mtmcut rtnti** «J Iter fmJ**** ^ 

i 




WO 99/08215 



PCT/US98/15802 



31/43 



CO 



~3H 



o 
o 

O CO 

< y 

CD 



CM 



CO 



CM 
CM 



% 

UJ 

o 



o 

c 
*c 
Q_ 

or 

CO 

o 



c: 

CD 

E 

CD 
CD 

cd 
c 
ca 



CD 

o 



b 



CVJ 



CD 

- E 
o 
"to 
=J 
O 



CD 

CO 



U O 

CD 
O 

§ 8 

C CO 

8 8 

O CO 



SB 
cd 

i 

CD 



< 
CO 



CO 
CO 



o 

a 

CO 



2 

CD 

c 
o 



3 

CD 



CD 



Q_ 

CD 

s 

o 
rc 



CD 



CD 

.2 E 
as co 



si 

CD =J 

E u- 





7 

m 

CM 




o 



3 
O 

o 
o 

< 



o 

CO 



C5 
EE 



SUBSTITUTE SHEET (RULE 26) 



WO 99/08215 



32/43 



PCT/US98/15802 



FIG. 31 




o Citibank is present in more that 95 countries" 

350 Branches in the U.S. 

JUI—IUUUA 
$300 Billions in assets] 

11 II II 
<ofOver $200 Billions unde 



\ t 



N * V \ 
\ \ \ 




management 



o The only truly global bank, bringing to you the 
V "State of the art" in banking from all over the 

world---** •-" 



Controls 



I I 


Home || Prev 


i Next i 



\ i 



\1 



SUBSTITUTE SHEET (RULE 26) 




«iinsTiTllTI= SHEET (RULE 26) 



WO 99/08215 



PCT/US98/15802 



34/43 



FIG. 33 



3 



.S1 



PROSPECT 



r^^n WELCOME 
STATION 



,S2 



EBS OFFICER SCREENS 
POTENTIAL AND NEEDS 



r 



i 



S3-- TARGET FOR FULL 
RELATIONSHIP 



S4- 




1 » 

NONTARGET TARGET FOR SINGLE 
, PRODUCT ACQUISITION 

I _S9 _\ 

SCRIPT FOR DIRECTION " " 
TO ANOTHER BANK J _S11 J -S13 



VIDEO BANKING BOOTH 
(FOR ACCOUNT 
OPENING PLUS FULL 
UNDERSTAND- 
ING OF CITIBANK) 



TARGET 
FOR LOW 
MARGIN 
PRODUCTS 



TARGET 
FOR HIGH 

MARGIN 
PRODUCTS 



S5 ~^ CITICARD 



S6- 



S7- 



FIRST DEPOSIT/ 
FIRST CHECKBOOK 



HOME BANKING DEMO 
AND ACTIVATION 



S12~ INFORMATION 
TOWERS, 
CITIPHONES, 
OR MAIL 




VIDEO BANKING 
BOOTH 



SUBSTITUTE SHEET (RULE 26) 



PCT/US98/15802 



35/43 



CVJ 
CO 



CVJ 
CO 
CO 



\ 



\ 



\ 



O 

Q Ol 

O CO 

cc > 

<< 
>- 
ZD 
GO 





o 




CO 




CO 





> CD 

O oc- 

Zj < 



O CO 




Si 

C/) 



SUBSTITUTE SHEET (RULE 26) 



WO 99/08215 



36 / 43 



PCT/US98/15802 



fttr. 5 5 




Optional Back-Office 
area when required 




External Sales Force and B&P area: 

The external sales force attacks the local marketplace, 
finds microniches, and outsources new customers. 
The goal is 30 new households each month per external 
sales relationship manager. B&P is also a very important 
segment with specific needs which officers may accommo- 
date in this area. 

Sales Zone: 

Walk-In new accounts are opened and new products 
cross-sold, advice given. 

Screening, Information, and Traffic 
Direction Zone: 

EBS Off icers/greeters screen and inform/direct customers 
and prospects to the most appropriate delivery channel. 



Initiation, Education, and Transaction Zone: 



New customers learn to use self-service channels and initiate their relationship 
1 00% (make their first deposit, pick up their first checkbook, demo Home Banking 
and receive the Home Banking package, after opening the relationship through 
the remote Video Banker). Eventually open 24 hours a day, 7 days a week in 
applicable areas. 
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